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ABSTRACT
The Impact of Emotional Intelligence on the Leadership of Chief Human Resources
Officers in the California Community Colleges System
by Tonya Davis
Purpose: The purpose of this phenomenological study was to describe the perceptions of
chief human resources officers (CHROs) in the California Community Colleges System
regarding the impact of emotional intelligence (EI) on their leadership in four areas: selfawareness, self-management, social awareness, and relationship management.
Methodology: This qualitative phenomenological study described the lived experiences
of CHROs as those experiences relate to the impact of EI on their leadership. A random
sample was selected from the target population of 24 CHROs located in the Central and
Southern Regions of California. The instrumentation used in the study was
semistructured interview questions adapted from the Bradberry and Greaves emotional
intelligence framework.
Findings: CHROs identified EI skills as essential to their work in the field of human
resources. They are often called to work with employees and other stakeholders in highly
emotionally charged situations, and their ability to identify and manage their own
emotions and the emotions of others has contributed positively to their success. Selfawareness, the ability to recognize their own emotions and social awareness, their ability
to recognize the emotions in others were reported as extremely important to their roles.
Conclusions: This study concludes that CHROs perceive EI as a vital skill they use on a
daily basis. The skills associated with EI are valuable to CHROs who are expected to
foster and maintain highly effective working relationships with many stakeholders within
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the organization. The four areas of EI: self-awareness, self-management, social
awareness, and relationship management are all important to their effectiveness as a
CHRO.
Recommendations: CHROs should seek formal training in EI, and human resources
management programs should include classes in EI to ensure that participants gain a
deeper understanding of EI and how to apply the concepts in the workplace. In addition
CHROs should look at bringing EI training into organizations they work in to train others
in EI to assist in building effective working relationship with important stakeholders such
as union leadership and management team members.
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CHAPTER I: INTRODUCTION
The U.S. educational system is under increased scrutiny to meet the changing
demands of a global society. According to Bar-Yam, Rhoades, Booth Sweeney, Kaput,
and Bar-Yam (2002), “The rapid changes and increased complexity of today’s world
present new challenges and put new demands on our education system” (para. 1). The
California Community Colleges System is one system that is currently pursuing a
transformational change initiative called the “Vision for Success” to help its students
meet changing demands and be more prepared to enter the workforce or pursue advanced
degrees. According to Williams Scroggins, president and CEO of Mt. San Antonio
College,
The needs are great, the resources are adequate, and the momentum is building. It
is time for leadership to assert itself. It will take a new generation of passionate,
talented, dedicated and empowered community college leaders to transform the
old model to meet both the needs of today and tomorrow. (Foundation for
California Community Colleges, 2017, p. 18)
Bradberry and Greaves (2009) wrote that leaders who have strong emotional
intelligence (EI) have the ability to lead more effectively. Effective leaders have the
ability to impact people and organizational culture. Anderson and Ackerman Anderson
(2010) maintained that “a key differentiator between transitional and transformational
change is the degree of impact on people and the required attention to human and cultural
dynamics” (p. 67). One area of the organization that is capable of assisting employees
through every aspect of change is the human resources (HR) department. HR
professionals will be called upon to support change initiatives and develop leaders who
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can lead change more than ever before. Their EI skills will become more important as
they transition from a historically transactional role to a strategic partner role in
community colleges.
According to a report by the Korn Ferry Institute (2017), the HR departments in
colleges and universities have traditionally operated in a largely transactional way. The
work, historically called personnel management, was narrowly focused on administrative
functions, including payroll, benefits, new employee orientations, and collecting resumes.
Today, chief human resources officers (CHROs) are called upon to think beyond the
administrative tasks they have been responsible for and pull a seat up to the table and
explore how employees can contribute to the strategic goals of the organization. As
documented in the Korn Ferry Institute (2017) report, “To some degree, the expansion of
the human resources role in higher education mirrors the evolution of the HR function in
the corporate world in the last two decades whereby the HR role grew from a largely
administrative function to a proactive and consultative role” (p. 2). This shift in HR
function within an organization now requires HR leaders to work across functional areas
with an increased chance of dealing with conflict and the emotional aspects of
transformational change.
EI is an aspect of transformational leadership that can greatly impact the success
of leading change initiatives. EI, according to Bradberry and Greaves (2009), is the
“ability to recognize and understand emotions in yourself and others, and our ability to
use this awareness to manage your behavior and relationships” (p. 17). As HR leaders
begin working across functional areas and consulting with others on how to manage the
largest capital of the organization, the human capital, managing their emotions and
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responding accurately to conflict will become more and more important to their success.
EI is the strongest driver of leadership and personal excellence, according to Bradberry
and Greaves. Numerous studies have shown that what distinguishes outstanding
leadership from average leadership is emotional self-awareness and self-control. HR
leaders can use EI to guide them as they transform their service delivery in the
organization and support employees through the change process.
Background
The transformational changes the California Community Colleges System is
facing will require HR professionals to support all employees in the organization as they
work through the change process. Leaders experience the same emotional unrest that
other employees do, yet they must successfully manage themselves to effectively lead
others (Anderson & Ackerman Anderson, 2010). According to Northouse (2004),
transformational leadership involves an exceptional form of influence that moves
followers to accomplish more than what is usually expected of them.
The need for change reaches across the educational system and has been the focus
of many reform efforts over the years. Specifically, the California Community Colleges
System is focused on transforming itself through an initiative called the Vision for
Success, which is a roadmap for preparing students for greater success in college and the
workforce. This initiative will require all employees of the system to change how they
view success and how they perform their work. Employees will need support from HR
professionals who understand their struggle and can support them with the heavy lifting.
In recent years, HR professionals have become known as trusted advisors and take a
more active part in promoting change (Korn Ferry Institute, 2017).
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California Community Colleges System
The California public school system was authorized to enter the junior college
business by legislation enacted in 1907 (California Community Colleges, 2004). The
first two junior colleges were operated by school districts and were responsible to the
state department of education. In 1967, the California Community Colleges System was
created and reported to the newly formed Board of Governors. The new system was run
by the Office of the Chancellor and given the same duties as the California Department of
Education (California Community Colleges, 2004). California Community Colleges are
served by a bilaterally-governed system with locally elected boards of trustees and a
state-elected California Community Colleges Board of Governors (Community College
League of California, 1999), “Over the last 125 years, the mission of California’s
community colleges has expanded to include: transfer, career, workforce, developmental,
and community education” (Community College League of California, 2018, p. 2).
The California Community Colleges System is the largest system of higher
education in the world, serving 2,100,000 students on 115 college campuses (Community
College League of California, 2019). The system also transfers more than 80,000
students to the University of California and California State University systems annually
(California Community Colleges Chancellor’s Office, 2019b). Community colleges
prepare students to transfer to a 4-year university and offer workforce opportunities and
noncredit programs (Baime & Baum, 2016). Yet, with all of the work that has been done
in the community college system, it has not been enough to successfully meet the needs
of the students it serves. The Foundation for California Community Colleges (2017)
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reported, “Despite its great size and scope, the system’s overall performance lags far
behind what California needs for an educated workforce and future citizenry” (p. 9).
Changes in the California Community Colleges System
Statistics show that fewer than half of the students in the community college
system earn a degree or transfer within 6 years (Fischer, 2018). These data indicate that
changes need to be made across the board. In the face of performance concerns, the
Board of Governors set goals to push all colleges in the system to strive for improved
performance (Gordon, 2019). The new plan, appropriately titled Vision for Success, has
lofty goals that will require every district, college, faculty, and staff member to work
together.
Two significant changes that are happening in the community college system,
guided pathways and the student centered funding formula (SCFF), will require
transformation at all levels of the organization. Community colleges will be challenged
on how they will support employees and leaders through this significant change initiative
and work to successfully change its culture systemwide. Anderson and Ackerman
Anderson (2010) stated, “In today’s business environment, significant transformational
change cannot happen without the simultaneous transformation of a critical mass of
leaders’ and employees’ mindsets and behavior and the organizational culture” (p. 49).
Guided Pathways
Community colleges were developed to create expanded access to higher
education for students. Unfortunately, the plethora of options, often referred to as
cafeteria colleges, has left many students unable to maneuver through the steps needed to
actually complete a program of study (Jenkins, Lahr, Fink, & Ganga, 2018). A report by
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the Public Policy Institute of California (2016) stated that less than half of the students
who enter a community college with intentions to graduate actually do so. These
staggering numbers implored the system to look at different ways to serve students.
At the center of the Vision for Success initiative is a drastically different approach
to serving students called guided pathways (Fischer, 2018). The guided pathways
approach shifts the focus from student enrollment to program completion for students
(Veney & Sugimoto, 2017). Clearly mapped out programs and specific learning
outcomes are at the heart of the guided pathways model being implemented in
community college systems on a national level (Jenkins et al., 2018).
Student Centered Funding Formula
Historically, funding for community colleges has been based primarily on
enrollment numbers. The base allocation of funding was given to each district or college
based on the number of students who entered their doors. Conversations began in 2017
centered around a new funding model based on the data that showed enrollment had been
stagnant across the state (California Community Colleges Chancellor’s Office, 2018).
The new funding model became known as the SCFF.
The new funding model would ensure that colleges across the state were working
toward the Vision for Success goals outlined by the state chancellor. Although it went
through several iterations, the new funding formula allocates money for base,
supplemental, and student success metrics (California Community Colleges Chancellor’s
Office, 2018). The SCFF is the link to all of the new initiatives that tie funding to
outcomes (Johnson, Rodriguez, & Mejia, 2019).
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Role of Human Resources in Higher Education
HR professionals, also known as CHROs, have traditionally operated in a
transactional environment focused primarily on compliance. Because of this, the HR
department has been viewed as value sapping rather than value instilling in many
organizations, both private and public. Education is changing rapidly, as is the HR
department. According to a report published by the HR Policy Foundation (2015),
“Nearly seven in ten (69 percent) CHROs reported in the survey that innovation and
transformation are happening faster than normal with 28 percent of those CHROs saying
the pace is the fastest they have ever experienced” (p. 2). The better the understanding
HR leaders have of the changes the organization is experiencing, the better position they
are in to provide the level of service needed to support employees through the change
(Korn Ferry Institute, 2017).
Transformational Leadership in Education
Leading transformation is challenging because of the significant impact it has on
the human and cultural aspect of the organization (Ackerman Anderson & Anderson,
2010). Community college leaders must understand the change process in order to
implement the changes outlined in Vision for Success to improve student outcomes
(Boggs & McPhail, 2016). Ackerman Anderson and Anderson (2010) noted, “Because
an organization cannot transform without affecting people, a critical condition for success
for your change strategy is that it proactively minimizes the negative impacts of change
on the people and maximizes people’s commitment” (p. 147). One way that a leader can
keep his or her focus on the people aspect of change is through his or her EI skills.
McKee, Boyatzis, and Johnston (2008) claimed, “Leaders who have developed emotional
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and social intelligence are effective because they act in ways that leave the people around
them feeling stronger and more capable” (p. 25).
Emotional Intelligence
Northouse (2004) stated that transformational leadership is concerned with
emotions and assessing followers’ motives and treating them as human beings. EI has
been identified as a critical trait of transformational leadership (Goleman, Boyatzis, &
McKee, 2013; Salovey & Mayer, 1990). Research clearly indicates that the link between
transformational leadership and EI is strong. EI, a subset of social intelligence, is the
ability to recognize and use the emotional state of self and others to manage one’s
thoughts and actions (Bradberry & Greaves, 2009; Salovey & Mayer, 1990). The
research surrounding the effective response to emotions in the workplace has led to a
better understanding of how to respond to emotions and can greatly impact how to solve
problems and adapt to circumstances (Salovey & Mayer, 1990). EI as a leadership
competency is one of the single most important factors that separates average leadership
from great leadership (McKee et al., 2008).
Theoretical Frameworks for Emotional Intelligence
There are three major models of EI. The three models include a performance
model developed by Goleman (1998), a competency model created by Bar-On (2006),
and an ability model developed by Salovey and Mayer (1990).
Salovey and Mayer. The work of Salovey and Mayer (1990) was focused on the
relationship of EI and other intelligences. According to Salovey and Mayer, their work
was criticized for linking emotions and intelligence. They originally prescribed five
domains: understanding one’s emotions, managing emotions, motivating oneself,
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recognizing emotions in others, and handling relationships. They updated their work to
reflect a revised four-branch theory that consisted of (a) identifying emotions,
(b) utilizing emotions, (c) understanding emotions, and (d) managing emotions.
According to their work, emotionally intelligent individuals are those who are capable of
enhancing their mood and the moods of others, are better problem solvers, are capable of
having positive mental health, and are often a pleasure to be around (Salovey & Mayer,
1990). The Mayer-Salovey-Caruso Emotional Intelligence Test (MSCEIT) is an
assessment developed from their work to collect data related to EI and used in EI
training.
Bar-On. Bar-On is considered a leading theorist and researcher in the field of EI.
In 1985, he first used the term emotional quotient (EQ) to describe how to assess
emotional and social competence (Bar-On, 2013). His assessment, emotional-social
intelligence (ESI) model, is composed of two parts: theory and psychometric. Bar-On
focused on five scales and 15 subscales. According to Bar-On (2006), “Emotional-social
intelligence is a cross-section of interrelated emotional and social competencies, skills
and facilitators that determine how well we understand and express ourselves, understand
others and relate with them, and cope with daily demands” (p. 3).
Goleman. The work of Goleman (1998) focused on four capabilities: selfawareness, self-management, social awareness, and relationship management. The work
that he conducted focused heavily on social relationships. According to Goleman et al.
(2013), self-awareness is defined as “reading one’s own emotions and recognizing their
impact” (p. 39). Goleman et al. defined self-management as “keeping disruptive
emotions and impulses under control” (p. 39). Further, Goleman et al. defined social
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awareness as “sensing others’ emotion, understanding their perspective, and taking active
interest in their concerns” (p. 39). Finally, Goleman et al. defined relationship
management as “guiding and motivating with a compelling vision” (p. 39). Effective
leaders usually exhibit strengths in each of the four areas (Goleman et al., 2013). These
same four competencies are also seen in the work of Bradberry and Greaves (2009) in
their book Emotional Intelligence 2.0. This study used Bradberry and Greaves’s
framework and competencies as a foundation for the interview questions.
Emotional Intelligence and Transformational Leadership
Transformational change is the most common type of change in organizations
today (Ackerman Anderson & Anderson, 2010). The change process in transformational
change has a life of its own, and the best one can do is influence it (Anderson &
Ackerman Anderson, 2010). According to McKee et al. (2008), EI is the way in which
leaders deal with their own emotions, and this can, in turn, leave the people around them
feeling more capable. Organizations cannot transform without affecting people, which
points to the importance of a leader’s level of EI and how critical it is to the change
process.
Emotional Intelligence in Community College Human Resources Leadership
HR can be a strong resource in leading transformation initiatives within an
organization (Korn Ferry Institute, 2017). Managing oneself, building relationships, and
bringing people together around a future state are traits that help leaders excel. One of
the most important roles that CHROs can play in organizations today is that of a change
agent, especially when change affects employees at every level in the organization. HR
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professionals can be the best choice to help leaders address the emotional impact of
change (Meinert, 2018).
Statement of the Research Problem
The California Community Colleges System is significantly changing the way
that it operates to ensure that students successfully complete their educational goals and
transition into the workforce or to a 4-year university. The recent implementation of
guided pathways and the SCFF has put increased pressure on employees to significantly
change the way they work. According to Anderson and Ackerman Anderson (2010),
“The key difference between transitional and transformational change is the degree of
impact on people and the required attention to human and cultural dynamics” (p. 67).
Transformational change significantly impacts employees at all levels within an
organization. Fear, strife, and anxiety can be a byproduct of change in employees
(Jensen & Bojeun, 2017). According to Ulrich, Allen, Brockbank, Younger, and Nyman
(2009), “The bar has been raised on human resources” (p. xii), and HR leaders are being
called to serve in consultancy roles to support organizations through the change process.
Ulrich (1998) pointed out that HR professionals now act as strategic partners, employee
advocates, and change agents. The need for community colleges to employ and retain
HR professionals who can handle the emotional aspects of transformational change has
never been more important.
EI and its impact on leadership has been explored extensively (Anderson &
Ackerman Anderson, 2010); however, there is little research on the impact that it has on
the HR professional in the community college setting.
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Purpose Statement
The purpose of this qualitative phenomenological study was to describe the
perceptions of current California Community Colleges System CHROs in Central and
Southern California regarding the impact of EI on their leadership in four areas: selfawareness, self-management, social awareness, and relationship management.
Research Question
This study was guided by the following general research question: How do
current CHROs in the California Community Colleges System describe the impact of EI
on their leadership with respect to self-awareness, self-management, social awareness,
and relationship management?
Significance of the Problem
The California Community Colleges System serves more students than any other
system in the country, but with less than half of those students earning a degree or
certificate, it must improve student outcomes (Johnson et al., 2019). Two major reforms
have recently been implemented: Guided Pathways and the SCFF (California Community
Colleges Chancellor’s Office, 2018; Foundation for California Community Colleges,
2017). These two reforms have challenged stakeholders at every level in the system to
change the way that they fulfill their mission. There are accountability and performance
metrics that will ensure that the system is working toward improved student success
outcomes.
Anderson (2012) maintained that “changes occur at the organizational level
through the development of new strategies and processes, visions for a new desired
future, and major system practices that affect all organizational members” (p. 63). The
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Vision for Success lays out clear goals for improving the California system, and it
depends on administrators, faculty, staff, and other stakeholders to translate the goals into
action (Foundation for California Community College, 2017). According to Bonner
(2014), “During times of dramatic change such as currently impacting community
colleges, talented leaders become essential to organizational success” (p. 1).
Anderson and Ackerman Anderson (2010) stated, “In today’s business
environment, significant transformational change cannot happen without the
simultaneous transformation of a critical mass of leaders’ and employees’ mindsets and
behavior and the organizational culture” (p. 49). Leaders with higher levels of EI are
effective in the midst of change because the people around them feel more capable of
dealing with the change (McKee et al., 2008). As the California Community Colleges
System moves through transformational change, supporting employees at every level will
become increasingly more important.
McKee et al. (2008) concluded that much of what it takes to excel at leadership
depends on how one manages him/herself and builds relationships. CHROs are charged
with the task of being an employee’s champion and change agent, which means that they
support all employees, including administrators, faculty, and staff (Ulrich et al., 2009).
CHROs have the opportunity to work with employees in the organization and support
them through change efforts and the emotional aspect of change. The Korn Ferry
Institute (2017) reported, “The elevation of the HR function at colleges and universities
has also been spurred on by competitive pressures and a move away from traditional
classroom instruction” (p. 3).
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This study explored how CHROs view EI and how it impacts their leadership as
they strategically partner with others in the organization working through significant
change initiatives. According to Bradberry and Greaves (2009), EI can be learned. If
this is true, improving one’s EI could positively impact his or her contributions to the
organization. The results of this study could inform leadership development programs.
Definitions
California Community Colleges System. The California Community Colleges
System is the largest system of higher education in the world, serving approximately
2,100,000 students on 115 college campuses. Community colleges serve as a transition
between high school and a 4-year institution (Community College League of California,
2019).
Chief human resource officer. The CHRO is responsible for developing and
executing HR strategy in support of the overall business plan and strategic direction of
the organization, specifically in the areas of succession planning, talent management,
change management, organizational and performance management, training and
development, and compensation. The CHRO provides strategic leadership by articulating
HR needs and plans to the executive management team, shareholders, and the board of
directors.
Emotional intelligence (EI). “Your ability to recognize and understand emotions
in yourself and others, and your ability to use this awareness to manage your behavior
and relationships” (Bradberry & Greaves, 2009, p. 17).
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Relationship management. “Your ability to use your awareness of your own
emotions and those of others to manage interactions successfully” (Bradberry & Greaves,
2009, p. 44).
Self-awareness. “Your ability to accurately perceive your own emotions in the
moment and understand your tendencies across situations” (Bradberry & Greaves, 2009,
p. 17).
Self-management. “Your ability to use your awareness of your emotions to stay
flexible and direct your behavior positively” (Bradberry & Greaves, 2009, p. 32).
Social awareness. “Your ability to accurately pick up on emotions in other
people and understand what is really going on with them” (Bradberry & Greaves, 2009,
p. 38).
Transformational leadership. “Refers to the process whereby an individual
engages with others and creates a connection that raises the level of motivation and
morality in both the leader and the follower” (Northouse, 2004, p. 170).
Delimitations
This study was delimited to current CHROs serving in the California Community
Colleges System in the Central Valley area of California and the data were collected in
2020.
Organization of the Study
This dissertation is divided into five chapters, references, and appendices.
Chapter I was an overview of the study where background information, a description of
the problem, the research question, and the significance were provided. Chapter II
provides an extensive review of the body of literature pertinent to the purpose of this
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study. Chapter III details the methodology used to collect and analyze data. Chapter IV
contains a detailed analysis of the data and synthesized coded data from qualitative data
collected. This dissertation concludes with Chapter V, which includes a summary of the
study, findings, conclusions, and recommendations for further research on the topic.
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CHAPTER II: REVIEW OF THE LITERATURE
This chapter provides a review of the literature relevant to the study. An
extensive review of the literature was performed, and a synthesis matrix was established
to provide a framework for the study (see Appendix A). The first section of this chapter
explores the California Community Colleges System and a few critical changes the
system is currently experiencing. The second section examines the role of human
resources and how it can impact the change management process in higher education.
Transformational leadership is then reviewed as it relates to education and change
leadership. Next, emotional intelligence (EI) and three theoretical frameworks are
reviewed in detail along with the four components of EI: self-awareness, selfmanagement, social awareness, and relationship management. Finally, EI is discussed as
it relates to transformational leadership and community college human resources
leadership.
California Community Colleges System
The first California junior college, the precursor to what is now known as
community college, was established at Fresno High School in 1910 after the passage of
the 1907 California Upward Extension Act (Galizio, 2019). This first junior college
eventually became what is known today as Fresno City College. The creation of junior
college provided access to the first 2 years of study offered at universities without the
geographical barriers. By 1920, California had the largest community college system in
the country (Galizio, 2019).
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In 1960, the California Master Plan for Higher Education was developed to
address the future needs of the public higher education system in the state. According to
the California State Department of Education (1960),
The basic issue in the development of the Master Plan for Higher Education in
California is the future role of the junior colleges, state colleges, and the
University of California in the state’s tripartite system and how the three segments
should be governed and coordinated so that unnecessary duplication will be
avoided. (p. xi)
The Master Plan indicated that 100% of high school graduates would have access to the
junior college segment of the public higher education system (California State
Department of Education, 1960). Johnson et al. (2019) pointed out that “California
community colleges have a strong record of providing access to higher education—they
enroll more students than any other college system in the country, including large shares
from groups that have been historically underrepresented” (p. 1).
In 1967, the California Community Colleges System was created and reported to
a newly formed Board of Governors. The colleges are served by a bilaterally governed
system with locally elected boards of trustees and a state-elected California Community
College Board of Governors (Community College League of California, 1999). The
California Community Colleges System is the largest system of higher education in the
world, serving 2,100,000 students on 115 college campuses (Community College League
of California, 2019). Great strides have taken place with the invention of the community
college framework. The system has a strong record of advancing students:
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• The California Community Colleges are the state’s largest workforce provider,
offering associate degrees and short-term job training certificates in more than
175 different fields.
• The California Community Colleges train 70 percent of California nurses.
• The California Community Colleges train 80 percent of firefighters, law
enforcement personnel, and emergency medical technicians.
• Twenty-eight percent of University of California graduates and 54 percent of
California State University graduates transfer from a community college.
• Students who earn a California Community College degree or certificate nearly
double their earnings within three years. (California Community College
Student Success Task Force, 2012, p. 3)
On the other hand, statistics show there is much more work to be done if the
California Community Colleges System is going to ensure that students are successful in
pursuit of higher education goals. The following figures indicate that many students do
not reach the finish line:
• Only 53.6 percent of our degree-seeking students ever achieve a certificate,
degree, or transfer preparation. For African American and Latino students, the
rate is much lower (42 percent and 43 percent respectively).
• Of the students who enter our colleges at one level below transfer level in
Math, only 46.2 percent ever achieve a certificate, degree, or transfer
preparation. Of those students entering four levels below, only 25.5 percent
ever achieve those outcomes.
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• Of the students who seek to transfer to a four-year institution, only 41 percent
are successful. For African Americans, only 34 percent succeed. For Latinos,
the figure is 31 percent. (California Community College Student Success Task
Force, 2012, p. 4)
The Foundation for California Community Colleges (2017) reported that “despite
its great size and scope, the system’s overall performance lags far behind what California
needs for an educated workforce and future citizenry” (p. 9). In response to the data that
indicated change was needed to achieve systemwide success, the California Community
Colleges Board of Governors adopted the Vision for Success in 2017. The Vision for
Success created six goals to help the system achieve its new mission focused on
improving student success.
The Vision for Success is referred to as the North Star for the California
Community Colleges (California Community Colleges Chancellor’s Office, 2019b). By
following the goals outlined in the Vision for Success, the system will be able to reach its
goal of improving the future for the students it serves. The work toward the goals is so
important that the success of the entire higher education system in California “stands or
falls with the California community colleges” (Foundation for California Community
College, 2017, p. 2). The following goals are described in detail, and the system has
targeted 2022 as the year by which it will achieve them:
• Increase by at least 20 percent the number of CCC students annually who
acquire associates degrees, credentials, certificates, or specific skill sets that
prepare them for an in-demand job.
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• Increase by 35 percent the number of CCC students transferring annually to a
UC or CSU.
• Decrease the average number of units accumulated by CCC students earning
associate’s degrees, from approximately 87 total units (the most recent
systemwide average) to 79 total units—the average among the quintile of
colleges showing the strongest performance on this measure.
• Increase the percent of exiting CTE students who report being employed in
their field of study, from the most recent statewide average of 60 percent to an
improved rate of 69 percent—the average among the quintile of colleges
showing the strongest performance on this measure.
• Reduce equity gaps across all of the above measures through faster
improvements among traditionally underrepresented student groups, with the
goal of cutting achievement gaps by 40 percent within 5 years and fully closing
those achievement gaps within 10 years.
• Reduce regional achievement gaps across all of the above measures through
faster improvements among colleges located in regions with the lowest
educational attainment of adults, with the ultimate goal of fully closing
regional achievement gaps within 10 years. (California Community Colleges,
2017, p. 2)
To ensure that the system meets these goals, the Chancellor’s Office has required
every college or district to set target goals of their own that will contribute to the
expected systemwide success. This strategy will ensure that the entire community
college system in the state is moving in the same direction.

21

Changes in the California Community Colleges System
To fully understand the challenges the California Community Colleges System is
facing, it is important to understand its history. The California Master Plan of Higher
Education (California State Department of Education, 1960) reported that “the
community colleges were designated to have an open admission policy and bear the most
extensive responsibility for lower division, undergraduate instruction” (p. 4). The
California Master Plan of Higher Education made college fully accessible, not something
reserved for the affluent, through the California Community Colleges System
(Foundation for California Community College, 2017). Because of the historic focus on
accessibility and open access, enrollment was viewed as the measure of success for
community colleges across the state (Little Hoover Commission, 2012).
The Little Hoover Commission, an independent state oversight agency, and the
California Community Colleges Student Success Task Force both conducted studies and
issued reports in 2012 that made recommendations to transform how community colleges
serve students. Those recommendations included a need to revise systemwide priorities,
revise the mission of the system to prioritize preparation for transfer to 4-year universities
and career technical education, and revise the funding mechanism for community
colleges (California Community Colleges Student Success Task Force, 2012; Little
Hoover Commission, 2012). The information combined in these reports did not discard
the ideal that community colleges should be available for anyone who wants to attend;
they simply challenge the system to redefine success and implement academic reforms
that will help students achieve system-defined goals.
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According to the California Community Colleges Student Success Task Force
(2012), “Taken together, these recommendations would strengthen the community
college system by expanding those structures and programs that work and realigning our
resources with what matters most: student achievement” (p. 4). Two shifts occurring
systemwide in response to the Student Success Task Force recommendations are Guided
Pathways and the Student-Centered Funding Formula (SCFF). These recommendations
are significantly changing how community colleges in California deliver services to the
students they serve and how colleges receive funding based on newly defined student
success metrics.
The work to transform how community colleges operate is a substantial shift for a
large system. Ensuring that everyone is moving in the same direction will be a
monumental task. The Chancellor’s Office has defined the why for the community
college system as the students and communities they serve. The what has been laid out in
the Vison for Success and clearly and comprehensively defines six goals that every
college in the system will strive to achieve. The how has been provided by allocating
funding to every college that has implemented the Guided Pathway framework. Finally,
the Chancellor’s Office is providing the tools to help achieve the goals by ensuring that
legislation and funding are focused in such a way that they collectively support the actual
work being done. Collectively, the California Community Colleges System has weaved
together a unified vision so that every institution is working together to achieve
overarching goals that will transform the lives of the over 2,100,000 students it serves.
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Guided Pathways
The California Guided Pathways Project is a result of work that began at a
national level through the American Association of Community Colleges Pathway
Project. The national project began in the summer of 2015 with 30 colleges from across
the United States working together to implement the guided pathways framework
(Community College Research Center, 2019). The three colleges representing California
were Bakersfield College in the Kern Community College District, Irvine Valley College
in the South Orange County Community College District, and Mt. San Antonio College.
The work being done at the national level will guide the work to implement the guided
pathways model to scale across the country.
The California Guided Pathways Project began the important work to bring the
guided pathway model to California. According to California Guided Pathways (2017),
“Twenty Community Colleges were selected to design and implement structured
academic and career pathways for all incoming students by 2019” (“Which Colleges Are
Involved,” para. 1). The guided pathways model pushes community colleges to shift
their focus from one of student access to one of student completion. This work was
viewed as extremely important and supported by California legislators who allocated
$150,000,000 of Proposition 98 money for awards to colleges who developed the
framework at their institutions.
According to California Guided Pathways (2017), “Guided pathways provide
students with clear, educationally coherent program maps that include specific course
sequences, progress milestones, and program learning outcomes” (“What Are Guided
Pathways,” para. 2). The model finds itself at the center of the California Community
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Colleges Vision for Success initiative and is a drastically different approach to serving
students (Fischer, 2018). The guided pathways approach shifts the focus from student
enrollment to program completion for students (Veney & Sugimoto, 2017).
According to a report published by the Community College Research Center
(Jenkins, Lahr, & Fink, 2017), the guided pathways model is based on four pillars (see
Figure 1) that focus on clarifying the path, helping students explore and choose a path,
keeping students on the path, and ensuring students are learning. These pathways
provide a guide to students who have historically been able to select courses without
having an end goal in mind. This new framework will assure students of the plan from
the beginning of the educational journey and create a higher likelihood of completion of
their educational goals.

Figure 1. Four pillars of guided pathways model.From “4 Pillars of Guided Pathway,” by Yuba
College, n.d., p. 1 (https://yc.yccd.edu/guided-pathways/4-pillars-guided-pathways/).
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The guided pathways model requires significant changes to ensure success
because it is such a shift from the cafeteria design course offerings that colleges have
historically offered. As an example, the pillar associated with keeping students on the
path requires colleges to redesign their counseling and advising departments to better
support students. This is reported to be the most challenging aspect of guided pathway
implementation (Jenkins et al., 2017).
The guided pathways model is transforming how colleges have delivered
educational opportunities. This type of transformational change can cause fear among
faculty, staff, and leaders as they question what this type of change will mean to them
personally (Jenkins et al., 2017). Colleges in the original 30 that started out in the
national pilot recommended several strategies to help reduce the fear. Those strategies
included increased communication and creating a highly inclusive environment that
includes all functional areas of the college (Jenkins et al., 2017).
Student Centered Funding Formula
The California Community Colleges funding model has, historically, focused on
getting students into the system rather than through the system (Little Hoover
Commission, 2012). Prior to the rollout of the new funding model, all of the state’s
general funding for community colleges was based on enrollment numbers (Fain, 2018).
This model did not allow room for colleges to deviate from any approach that focused on
student success measures over getting students in the door. The state worked to create a
new funding model that aligned more closely with the new goals outlined in the Vision
for Success.
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On June 27, 2018, California lawmakers reached an agreement on a new
performance funding formula through Senate Bill 840, the Budget Act of 2018 (Fain,
2018). The new funding model, the SCFF, ties funding to base allocation, supplemental
allocation, and a student success allocation (California Community Colleges Chancellor’s
Office, 2018). The first part of the funding formula is the base allocation and is a
measurement of enrollment. The second area that the funding formula focuses on is the
supplemental allocation, which is targeted toward students who have been identified as
low income. Finally, the last portion of the formula targets student success metrics,
which include degree completions and transfer rates to 4-year universities. Most
importantly, SCFF is the link to all of the new initiatives that tie funding to outcomes
(Johnson et al., 2019). SCFF is essentially the glue that will hold all of the Vision for
Success initiatives together and ensures that colleges are working toward the same
systemwide goals.
The new funding model has been accompanied by significant policy and
legislative changes to ensure its success. According to State Chancellor Eloy Ortiz
Oakley, “California’s state leaders have truly delivered on a promise to put students first
and set an example for the rest of the nation by adopting a new funding formula that
incentivizes student success” (California Community Colleges Chancellor’s Office, 2018,
p. 2). And according to Siqueiros (2018), “These funding and policy changes may feel
overwhelming to our dedicated college leaders and faculty, and pressure to slow down is
building up” (p. 2). These major investments into student outcomes have come with a
demand for community college faculty, staff, and leaders to improve outcomes for the
students they serve.
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The transformational changes that the community college system is facing must
be supported by leaders who understand how to manage the change process. Leaders
cannot manage the emotions of others without first being able to manage their own
(Goleman et al., 2013). According to McKee et al. (2008), “Emotional intelligence
enables leaders to deal with their own internal responses, moods, and states of mind”
(p. 25). HR is the one area of an organization that can support both employees and
leaders as they navigate the challenges of the change process.
Role of Human Resources in Higher Education
To fully understand the role of HR in any organization, it is important to
understand the history of the field. At the beginning of the 20th century, modern-day HR
functions looked much different than they do today. According to Maurer-Klein (2019),
“The role of Human Resources, originally called personnel management, began at the
turn of the century in an effort to help management negotiate with labor unions” (p. 1).
HR professionals have traditionally been responsible for the transactional processes in the
organization that included payroll, benefits, new employee orientations, and recruitment
(Korn Ferry Institute, 2017). The HR activities appeared to be disconnected from the
important work being done in the organization (Ulrich, 1998).
Ulrich, Younger, Brockbank, and Ulrich (2012) identified four waves of HR
transformation over the past 50 years to help their readers understand where HR has been
and where it is going (see Figure 2).
• Wave 1 was focused on the administrative work of the organization. This
wave focused on compliance and the terms and conditions of the work.
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Figure 2. 4 waves of HR transformation. From HR From the Outside in: Six Competencies for the
Future of Human Resources, by D. Ulrich, J. Younger, W. Brockbank, and M. Ulrich, 2012, p. 19
(New York, NY: McGraw-Hill).

• Wave 2 complimented the first wave and enhanced the areas of sourcing,
compensation, learning, and communication. HR spent time during this
second wave innovating in each of these areas and ensuring that they
integrated with each other to provide a uniform approach to delivering HR
services.
• Wave 3 brought about transformation by focusing on HR being a strategic
partner in the organization. During this wave, HR worked to ensure that the
work they do was aligned with the business strategy. The important work
during this wave was connecting their work with the culture and leadership of
the organization.
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• Wave 4 requires HR departments to look outside the organization to see how
they can align HR services to their customers, investors and communities.
This work does not replace the earlier waves, it uses them as a foundation to
take HR services to the next level. (Ulrich et al., 2012, p. 18)
To effectively transform the HR function, HR professionals must master six
competencies described below and illustrated in Figure 3:
• “Credible activist.” They do what they say they will do and have effective
interpersonal skills.
• “Strategic positioner.” They understand the social, political, economic,
environmental, technological, and demographic trends that affect their business.
• “Capability builder.” They understand what the organization is good at and helps
employees capitalize on these assets.
• “Change champion.” They help their organizations develop their capacity for change.
They build the case for change and they engage key stakeholders to address resistance
to change.
• “Human resource innovator and integrator.” They ensure the HR as a whole is more
effective than the sum of its parts. They ensure that HR practices and procedures are
aligned with organizational capabilities.
• “Technology proponent.” They use social networking to help people stay connected
and they use data to drive decisions (Ulrich et al., 2012, p. 51).
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Figure 3. Ulrich HR competency model. From HR From the Outside in: Six Competencies for the
Future of Human Resources, by D. Ulrich, J. Younger, W. Brockbank, and M. Ulrich, 2012, p. 52
(New York, NY: McGraw-Hill).

According to Ulrich et al. (2012), “As the pace of change increases in every
aspect of our lives, HR professionals have become change champions in many companies
around the world, and this has generally been much to their employers’ advantage” (p.
131). Change champion is one of the six competencies that HR professionals can use
when faced with supporting organizations through transformational change. Change
champions differ from change agents in that they not only initiate change, but they also
sustain change. Sustaining change requires HR professionals to master seven principals
of sustainability to ensure that the change lasts. According to Ulrich et al., the seven
principals are
• “Simplicity”—focusing on a few high impact key behaviors
• “Time”—making time for the important work
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• “Accountability”—taking personal accountability for following through on
commitments
• “Resources”—dedicating resources to support the change
• “Tracking”—ensuring that steps are measurable and tracked to ensure the work gets
done.
• “Melioration”—making themselves and their environment better
• “Emotion”—feeling what needs to be done and providing meaning to the work being
done (p. 145).
The HR function is transforming into a larger role within the organization and
taking on more active roles in promoting change (Korn Ferry Institute, 2017). American
higher education institutions are facing substantial changes driven by multiple forces that
will change how they deliver educational services (Morrison, 2003). With shifts in
globalization and employee contributions, many businesses need HR to play a more
strategic role than they have before and are now looked upon to lead initiatives in process
improvements and cultural changes (Ulrich, 1996). During times of organizational
change, HR professionals are essential to help guide the organization through the change
process (Ulrich, 1996).
According to a report published by the HR Policy Foundation (2015), “Nearly
seven in ten (69 percent) CHROs reported in the survey that innovation and
transformation are happening faster than normal with 28 percent of those CHROs saying
the pace is the fastest they have ever experienced” (p. 2). HR can assist with
transformation efforts across the institution (Korn Ferry Institute, 2017). The better the
understanding HR leaders have of the changes the organization is experiencing, the better
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position they are in to provide the level of service needed to support employees through
the change (Korn Ferry Institute, 2017).
Transformational Leadership
The term transformational leadership was first introduced by Downton in 1973 in
his book Rebel Leadership: Commitment and Charisma in the Revolutionary Process.
Soon after, Burns (1978) introduced the concept of transformational leadership as he
explored the difference between it and transactional leadership. According to Burns,
transactional leadership involves leaders who have formal authority and exchange one
thing for another. This type of leadership works best when leaders simply want to
maintain the status quo in the organization. In contrast, Burns stated that
transformational leadership exists when “leaders and followers raise one another to
higher levels of morality and motivation” (p. 20). Transformational leadership is focused
on the performance and development of followers (Avolio, 1999).
Bass (1985) expanded on the transformational leadership work of Burns (1978)
and produced a refined version that included four transformational leadership
characteristics: idealized influence—leaders who act as role models, inspirational
motivation—leaders who inspire followers to commit to the change, intellectual
stimulation—leaders who stimulate creativity and innovation, and individualized
consideration—leaders who are supportive and listen to the needs of followers (Bass,
1985; Northouse, 2004). Transformational leadership essentially promotes performance
that goes above what is expected in the midst of significant change and results in positive
outcomes for both the leader and the follower. The four characteristics are discussed in
more detail in the following sections:
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Idealized Influence
The first factor is described as acting as role models and having charismatic
personalities that inspire others. This is the aspect of transformational leadership
whereby leaders build trust and followers develop increasing levels of confidence in their
leader. These leaders are ethical and possess high moral character and are extremely
trustworthy (Northouse, 2004). This factor is considered to be one of the most important
factors of transformational leadership (Bass, 1985).
Individual Motivation
The second factor relates to leaders who communicate high expectations and then
motivate followers to meet those expectations. Group efforts are focused through
emotional appeals and symbols to rise above individual interests (Northouse, 2004).
These leaders inspire teamwork and accomplishing collective goals.
Intellectual Stimulation
The third factor relates to the leader’s ability to create a vision and challenge
followers. A leader exhibits this factor when he or she nurtures and develops employees
and see opportunities in unexpected situations (Bass, 1985). Problem-solving is an
opportunity to try new things and find new ways to do things. Transformational leaders
do not criticize followers who do not agree with them but will encourage them to
embrace new ways of doing things (Avolio, Waldman, & Einstein, 1988).
Individual Consideration
The fourth factor refers to leaders who act as mentors and attend to their
followers’ needs. Transformational leaders will provide support and empathy to their
followers as well as give personal attention on a one-on-one basis (Avolio et al., 1988).
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These leaders celebrate individual contributions and how much each contributes to the
team.
Transformation is the most prevalent type of change today and requires a greater
knowledge of the people and process of change (Ackerman Anderson & Anderson,
2010). An organization experiences transformation when it realizes that the way things
have been done is no longer effective. Organizations are then forced to look beyond
operations and attempt to shift culture and employee behavior to achieve the desired
transformation (Ackerman Anderson & Anderson, 2010). In an attempt to foster
transformational change, leaders create a vision and act as change agents. Creating a
vision provides a map for where the organization is going, and acting as a change agent
assists in initiating and implementing the new direction (Northouse, 2004).
Leading transformation is challenging because of the significant impact it has on
the human and cultural aspect of the organization (Ackerman Anderson & Anderson,
2010). Transformational leaders are able to help themselves, their employees, and the
organization move through the change process. Community college leaders must
understand the change process in order to implement the changes outlined in Vision for
Success to improve student outcomes (Boggs & McPhail, 2016). Ackerman Anderson
and Anderson (2010) noted, “Because an organization cannot transform without affecting
people, a critical condition for success for your change strategy is that it proactively
minimizes the negative impacts of change on the people and maximizes people’s
commitment” (p. 147). One way that a leader can keep his or her focus on the people
aspect of change is through his or her EI skills. McKee et al. (2008) claimed, “Leaders
who have developed emotional and social intelligence are effective because they act in
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ways that leave the people around them feeling stronger and more capable” (p. 25).
Engagement of EI skills is a leadership imperative to effect real transformation
(Anderson & Ackerman Anderson, 2010).
Emotional Intelligence
The concept of EI was first introduced by Thorndike (1920) when he introduced
the concept of three intelligences to include mechanical, social, and abstract. He
described social intelligence as the ability to understand and manage men and women or
to “act wisely in human relations” (p. 228), which is believed to be the first reference to
what is known today as EI. Thorndike’s idea of multiple intelligences was followed by
Gardner (1983) who created a model of seven intelligences. He used the term
intrapersonal intelligence to describe a person’s ability to monitor his or her feelings and
the feelings of others.
The first mention of the term EI came from a dissertation written by Payne
(1985). Payne explored how one can relate to emotion in a way that helps solve
problems and spur intelligent action toward the emotion. Shortly thereafter, three of the
major theories of EI were developed by Salovey and Mayer (1990), Goleman (1995), and
Bar-On (2006). Their extensive research has highlighted one of the most critical aspects
of transformational leadership, EI. According to Goleman et al. (2013), “Even if they get
everything else just right, if leaders fail in this primal task of driving emotions in the right
direction, nothing they do will work as well as it could or should” (p. 3).
Bradberry and Greaves (2009) followed this extensive research with their book
Emotional Intelligence 2.0, which introduced an assessment to determine an individual’s
EI scores and provided proven strategies to improve those scores. The strategies focus on
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the four leadership skills described by Goleman et al. (2013) that are broken into two
competency areas: personal and social. The two skills related to personal competency are
self-awareness and self-management, and the two skills related to social competency are
social awareness and relationship management. Bradberry and Greaves’s (2009) four
core EI skills are illustrated further in Figure 4. Their work made the EI concept widely
accessible and highlighted the fact that EI skills can be learned and improved upon unlike
academic intelligence (Bradberry & Greaves, 2009; Goleman, 1998a).

Figure 4. 4 core emotional intelligence skills. Adapted from Emotional Intelligence 2.0, by T.
Bradberry and J. Greaves, 2009, San Diego, CA: TalentSmart.

Theoretical Frameworks of Emotional Intelligence
The concept of EI has been studied in one form or another since Thorndike
(1920). The Encyclopedia of Applied Psychology (as cited by Bar-On, 2007) identified
three major models for EI. The models are the Mayer and Salovey (1997) ability model,
the Bar-On (1997) competencies model, and the Goleman (1998b) performance model.
The three EI models focus on cognitive and noncognitive skills and abilities to better
understand emotions in human behavior (Faltas, 2017).
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Salovey and Mayer
Salovey and Mayer (1990) were the first to define EI and develop a theory based
on it. They incorporated Gardner’s (1983) multiple intelligence theory into their work.
Their research also came at a time when the standard for success in life was simply
intelligence (IQ). Their study was the first to broaden the study of intelligence to include
emotion and explore the connection between the two. Salovey and Mayer (1990) initially
defined EI as “the ability to monitor one’s own and others’ feelings and emotions, to
discriminate among them and to use this information to guide one’s thinking and actions”
(p. 189). After several years of further research, they updated their definition of EI to say
that it
involves the ability to perceive accurately, appraise, and express emotion; the
ability to access and/or generate feelings when they facilitate thought; the ability to
understand emotion and emotional knowledge; and the ability to regulate emotions
to promote emotional and intellectual growth. (Salovey & Mayer, 1990, p. 10)
Their work also described an emotionally intelligent person as “well-adjusted, genuine,
warm, persistent, and optimistic” (Mayer & Cobb, 2000, p. 166).
Mayer and Salovey’s (1997) work began with an observation that emotions have
been viewed as irrational and disruptive in prior research related to intelligence. They
worked to create a way to measure an individual’s ability level (Salovey & Mayer, 1990).
They also pushed the envelope by asserting that EI was a mental skill rather than a
preferred way of behaving (Mayer & Salovey, 1997). Salovey and Mayer (1990)
developed an ability based model that suggests individuals use problem-solving strategies
to recognize, reason with, interpret, and process emotional information. The four ability
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areas identified in their model are perception, appraisal, and expression of emotion;
emotional facilitation of thinking; understanding and analyzing emotions, employing
emotional knowledge; and reflective regulation of emotions to promote emotional and
intellectual growth. Each ability area is defined in greater detail in Figure 5. Weinberger
(2002) stated that Salovey and Mayer “are the only researchers to put forward a more
limited view of emotional intelligence, within the ‘ability model’ framework” (p. 221).

Figure 5. Four branch model of emotional intelligence. Reprinted from “What is emotional
intelligence?”, by J. D. Mayer and P. Salovey, 1997, in P. Salovey and D. J. Sluyter (Eds.),
Emotional Development and Emotional Intelligence: Educational Implications, (pp. 3–31). New
York, NY: Basic Books.

Mayer and Salovey, dubbed the framers of EI by Goleman (1995), expanded the
view of intelligence to include more than academic intelligence or IQ (Salovey & Mayer,
1990). Their model was considered the original model upon which all future research
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was based. They asserted that people with higher levels of EI are at an advantage when it
comes to solving problems (Salovey & Mayer, 1990). According to their work,
individuals with higher levels of EI are better at problem-solving because they tend to be
more creative and flexible and consider emotions when selecting a possible solution
(Salovey & Mayer, 1990).
Goleman
Gardner’s (1983) and Salovey and Mayer’s (1990) work was followed by
Goleman’s (1995) when he published his book, Emotional Intelligence, which
mainstreamed the concept of EI after his work was featured on the cover of Time
Magazine, and he appeared on various talk shows. Goleman introduced the importance
of EI at work that presented a new way of predicting and evaluating employee
performance. His work expanded on the four branch model of Salovey and Mayer (1990)
to a five component model as illustrated in Table 1.
Goleman et al. (2013) introduced a new EI model in their book Primal
Leadership: Unleashing the Power of Emotional Intelligence after analysis of new data
over the years. This new simplified model reduced the model from five to four domains
and from 25 to 18 subcategories. The four domains are self-awareness, self-management,
social awareness, and relationship management. These four domains are broken down
into two competencies: personal and social.
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Table 1
The Five Components of Emotional Intelligence at Work
Component

Definition

Hallmarks

Self-awareness

The ability to recognize and
understand your moods, emotions,
and drives, as well as their effect
on others

Self-confidence
Realistic self-assessment
Self-deprecating sense of humor

Self-regulation

The ability to control or redirect
disruptive impulses and moods
The propensity to suspend
judgment–to think before acting

Trustworthiness and integrity
Comfort and ambiguity
Openness to change

Motivation

A passion to work for reasons that
go beyond money or status
A propensity to pursue goals with
energy and persistence

Strong drive to achieve
Optimism, even in the face of
failure
Organizational commitment

Empathy

The ability to understand the
emotional makeup of other
people
Skill in treating people according
to their emotional reactions

Expertise in building and retaining
talent
Cross-cultural sensitivity
Service to clients and customers

Social skill

Proficiency in managing
relationships and building
networks
An ability to find common ground
and build rapport

Effectiveness in leading change
Persuasiveness
Expertise in building and leading
teams

Note. From “What Makes a Leader?” by D. Goleman, 1998, Harvard Business Review, 76(6), p.
97.

Goleman was the first to bring the idea of EI into the business world and believed
that great leaders work through emotion, which is why they are so effective (Goleman et
al., 2013). Goleman (1998a) maintained that “truly effective leaders are also
distinguished by a high degree of emotional intelligence” (p. 2). His work focused on
individual employee development by creating a guideline for effectiveness and
competencies. Emotional competence is a learned ability that leads to improved
performance in the workplace (Goleman, 1998b).

41

The four-domain EI model developed by Goleman et al. (2013) is the foundation
for the assessment developed by Bradberry and Greaves (2009) and introduced in their
book Emotional Intelligence 2.0. Their assessment measures four skills: self-awareness,
self-management, social awareness, and relationship management within the two larger
competencies. The personal competencies, self-awareness and self-management, relate
to a person’s awareness of his or her emotions and managing his or her behavior
(Bradberry & Greaves, 2009). The social competencies, social awareness and
relationship awareness, relate to a person’s ability to understand other people’s emotions
and improve relationships (Bradberry & Greaves, 2009).
Self-awareness, according to Bradberry and Greaves (2009), “is your ability to
accurately perceive our own emotions in the moment and understand your tendencies
across situations” (p. 24). They described this skill as foundational to a person’s ability
to use the other skills effectively. Self-confidence and an ability to self-assess are
indicators of higher levels of self-awareness (Goleman, 1998b). According to Goleman
et al. (2013), “Self-aware leaders also understand their values, goals, and dreams” (p. 40).
Intuition occurs naturally in a self-aware leader. It is an essential leadership skill that
allows the blending of technical skill and life experiences to make good business
decisions (Goleman et al., 2013).
Self-management was defined by Bradberry and Greaves (2009) as “your ability
to use awareness of your emotions to actively choose what you say and do” (p. 97). This
skill builds on self-awareness and gives individuals the power to respond to their
emotions in a way that puts them in control of difficult changes. It also provides the tools
to respond to change with agility and flexibility. Goleman et al. (2013) stated that this is
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the component of EI that “frees us from being a prisoner of our feelings” (p. 46). Leaders
cannot manage the emotions of others without first being able to manage their own
(Goleman et al., 2013). This is the one EI skill that is critical for competitive reasons and
helpful in the midst of change because “leaders who have mastered their emotions are
better able to roll with the changes and help the organization adjust” (Goleman et al.,
2013, p. 47).
Social awareness is the ability “to recognize and understand the moods of other
individuals and entire groups of people” (Bradberry & Greaves, 2009, p. 136). Another
description for social awareness is empathy (Goleman et al., 2013). This skill is centered
on looking outward and focusing on others rather than oneself. Tuning into the emotions
of others allows one to accurately assess his or her relationships and respond effectively
to the needs of others. Goleman et al. (2013) stated that “being attuned to how others feel
in the moment, a leader can say and do what’s appropriate—whether it be to calm fears,
assuage anger, or join in good spirits” (p. 49). This skill is so important to effective
leadership that Goleman et al. described social awareness, or empathy, as “the sine qua
non of all social effectiveness in working life” (p. 50).
Relationship management, according to Bradberry and Greaves (2009), utilizes
the other three skills and is defined as “your awareness of your own emotions and those
of others to manage interactions successfully” (p. 44). This skill allows people to connect
with others and celebrate that connection even when they do not necessarily agree with
them. When this skill is functioning at a high level, individuals begin to maximize their
relationships with others and work effectively toward common goals. As responsibilities
increase for leaders, “relationship skills become increasingly pivotal” (Goleman et al.,
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2013, p. 52). Relationship management exists when all three of the other EI skills are
working well. Leaders who are good at persuasion, conflict management, and
collaboration often exhibit high levels of relationship management skills.
The work of Bradberry and Greaves (2009) has provided extensive data for the
business world to analyze. Two interesting data points are that 90% of top performers are
high in EI, and EI alone explains 58% of a leader’s performance (Talentsmart, 2020).
The good news is that EI can be learned and improved upon. Bradberry and Greaves
(2009) developed strategies to help individuals improve their EI skills in each of the four
quadrants.
Bar-On
Reuven Bar-On (2006) coined the term emotional quotient (EQ) to differentiate
between EI and cognitive intelligence (Greenockle, 2010). His work followed Salovey
and Mayer’s (1990) and Goleman’s (1998a, 1998b) research as well as incorporated all of
the earlier work related to social intelligence. His work suggested that EI is a system of
behaviors that emerge from emotional and social competencies. Bar-On (2007) defined
emotional-social intelligence as “a cross-section of interrelated emotional and social
competencies, skills and facilitators that determine how effectively we understand and
express ourselves, understand others and relate with them, and cope with daily demands
and challenges” (p. 28).
Bar-On (2007) developed an EI model that “represents a valid, robust and
applicable conceptualization of emotional-social intelligence” (p. 8). He also created a
self-report measurement called the Emotional Quotient Inventory (EQ-i) to assess the
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model. According to Bar-On (2006), these competencies drive human behavior and
relationships. The model consisted of five scales with 15 subscales as listed in Table 2.

Table 2
EQ-i Scales and Subscales
Self-awareness

Social awareness

Emotional
management

Change
management

Self-motivation

Self-regard

Empathy

Stress tolerance

Reality-testing

Optimism

Emotional selfawareness

Social
responsibility

Impulse control

Flexibility

Happiness

Assertiveness

Interpersonal
relationship

Problem-solving

Independence
Selfactualization
Note. Adapted from “The Bar-On Model of Emotional Intelligence: A Valid, Robust and
Applicable EI Model” by R. Bar-On, 2007, Organisations & People, 14(2), 8.

The original EQ-i assessment was developed in the 1990s and consisted of 133
items and used a 5-point response scale ranging from 1 (very seldom or not true of me) to
5 (very often true of me or true of me; Bar-On, 2007). The assessment was appropriate
for people ages 17 and over and was the first commercially available tool. The original
assessment is no longer available to the public and has been replaced with a mildly
revised assessment called the EQ-i 2.0 that was developed in 2011 (Bar-On, 2013).
Emotional Intelligence and Transformational Leadership
Transformational change is the most complex type of change and is distinguished
by the fact that the end state is unknown at the time the change is initiated (Ackerman
Anderson & Anderson, 2010). The reform initiatives facing California community
colleges today require leaders to be transformational. To successfully transform their
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institutions, community college leaders must exhibit courageous and effective leadership
(Boggs & McPhail, 2016). According to Ackerman Anderson and Anderson (2010),
leading transformation is difficult because of the impact it has on the human and cultural
aspect of the organization. The changes during transformation are so consequential that
in order to achieve success and sustain it, the organization must change the culture and
the behavior of its employees (Ackerman Anderson & Anderson, 2010).
Northouse (2004) stated that transformational leadership is concerned with
emotions and assessing followers’ motives and treating them as human beings. EI has
been identified as a critical trait of transformational leadership (Goleman et al., 2013;
Salovey & Mayer, 1990). Research indicates that a link between transformational
leadership and EI is strong. Research has also shown that EI, as a leadership
competency, is one of the single most important factors that separates average leadership
from great leadership (McKee et al., 2008).
High levels of EI are a shared trait among highly effective leaders (Goleman,
1998a). According to McKee et al. (2008), “Emotional intelligence enables leaders to
deal with their own internal responses, moods, and states of mind” (p. 25). Great leaders
will not realize all that they should have, or could have, if they do not understand how to
drive emotions in the right direction (Goleman et al., 2013). Understanding how to
manage their own emotions and those of others is imperative to successful
transformational leadership. McKee et al. (2008) stated that “leaders who have
developed emotional and social intelligence are effective because they act in ways that
leave the people around them feeling stronger and more capable” (p. 25).
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Goleman (2011) stated that during times of change, EI is the “different kind of
intelligence” needed by leaders (p. 50). According to Jensen and Bojeun (2017), “A key
reason many organizations fail is the lack of emotional intelligence in leaders and change
agents” (p. 12). During times of transformational change, leaders must know that conflict
and resistance will present itself. Leaders must know how to use that conflict as a driver
to more effective communication and team development (Jensen & Bojeun, 2017).
According to Jensen and Bojeun,
The most effective leaders leverage their own EI skills to provide a safe and
secure environment that decreases the fear and concern associated with change by
demonstrating their own support and through empathetic listening and opening
the channels for communication that allow resistors to express concern. (p. 15)
Change is an emotional event for many people, and leaders who have higher
levels of EI will have the skills to address resistance to transformational change (Jensen
& Bojeun, 2017). Leaders who possess strong EI skills will be able to help others cope
with change. Organizations that look at change as opportunities to improve and have
leaders who can support that change will be more successful (Jensen & Bojeun, 2017).
Emotional Intelligence in Community College Human Resources Leadership
There is very little research done on EI and HR leadership. Jensen and Bojeun
(2017) believed that leaders who possess high levels of EI, and leverage those skills, are
more effective. According to Greaves (2011), when looking at EI through the lens of
different industries that included HR, government, pharmaceutical, finance, high-tech,
and health care, HR had the highest EI score when ranked using the Emotional
Intelligence Appraisal assessment. HR professionals scored highest in social awareness
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and lowest in self-management (Greaves, 2011). Within those scores, higher level HR
professionals scored higher than lower level HR managers (Greaves, 2011). These higher
scores in EI are good signs for HR professionals being asked to become strategic partners
as organizations work through transformational change.
Leaders “are often going through the same emotional turmoil that other
stakeholders are experiencing” (Anderson & Ackerman Anderson, 2010, p. 69). The
California Community Colleges System is asking its leaders, now more than ever, to be
strategic and innovative while facilitating transformative change. These changes are
causing leaders to experience emotions ranging from frustration to elation (Vinciguerra,
2017). In the midst of attending to the fears and resistance to change in others, leaders
must “process their own fears and concerns to find a level of internal centeredness,
confidence and calm so they can effectively lead” (Anderson & Ackerman Anderson,
2010, p. 69).
According to Anderson and Ackerman Anderson (2010), leaders approach
transformation with either an expanded awareness or limited awareness mindset. The
limited awareness mindset is also referred to as an autopilot approach and has been the
most commonly used approach historically. The old idea that leaders are the smartest
people in the room has been replaced with leaders who are collaborative and have high
levels of EI are the smartest people in the room (George, 2015). This mindset is not as
effective when leading transformational change (Anderson & Ackerman Anderson,
2010). The expanded awareness mindset allows leaders to improve their perspective
toward the transformational change and increase their options for responding to it
(Anderson & Ackerman Anderson, 2010). This mindset also allows leaders to see things
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from a different vantage point that allows them to see “how change in one area of the
organization impacts operations in another” and “how leadership style contributes to
employee resistance and commitment” (Anderson & Ackerman Anderson, 2010, p. 82).
HR leaders can become effective partners in the change process when they
support leaders as they make decisions that will transform how the organization operates.
They can assist in “restructuring the organization, redefining culture, and cultivating
critical relationships inside and outside the organization” (Deshler, 2019, p. 2). HR
leaders are well suited to become change management partners in organizations. Their
work is directly connected with the employees and best positioned to help the
organization through the transformational change process. According to Deshler (2019),
“HR leaders can drive transformation by supporting business leaders in making decisions
that assist in restructuring organizations” (p. 2).
Jensen and Bojeun (2017) stated, “Supporters and key players in transformational
change are ‘change agents’ who assist transformation by focusing on effectiveness,
improvement, and development” (p. 13). HR leaders who can help leaders in the
organization understand how their actions and behaviors impact others can help
organizations respond to change in a way that supports transformational change (Deshler,
2019). According to Ulrich et al. (2012), there are three classifications of change:
individual, initiative, and institutional. Institutional change focuses on transformation of
the culture within an organization to allow it to sustain change. HR leaders “can be
coaches for individual improvement, agents for initiative changes, and stewards for
cultural transformation” (Ulrich et al., 2012, p. 140). When HR leaders are able to look
across the organization and understand the changes that are affecting it, both internally
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and externally, they can anticipate what is needed to support the change and provide
support (Korn Ferry Institute, 2017).
Summary
This chapter provided a review of the literature surrounding the various topics
included in this study. The history of the California Community Colleges System was
explored and the transformational changes that it is currently experiencing were
reviewed. The Vision for Success initiative is redefining how the system has viewed
success and implementing reforms that will help students achieve established system
defined goals. The reforms are causing the system to drastically change how it has
offered courses and how it receives funding from the state, which is putting increased
pressure on faculty, staff, and leaders in the system to improve outcomes for students.
The literature related to HR revealed how the role of HR in colleges and
universities is changing rapidly. HR leaders are now “more involved at a strategic level
in the recruitment of both staff and faculty members, compensation strategies,
performance management, and leadership development” (Korn Ferry Institute, 2017, p.
2). As a strategic partner, HR leaders are best positioned to help organizations respond to
the challenges they face during transformational change. HR leaders can become change
champions who help organizations develop capacity for change and help all stakeholders
respond effectively to the resistance to change.
Transformational leadership is critical when organizations are experiencing
transformational change. This is the type of change most prevalent today and requires
leaders to have a greater understanding of the people and the process of change
(Ackerman Anderson & Anderson, 2010). Transformational leaders are able to help
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themselves, their employees, and the organization move through the change process.
Creating a vision creates a map for where the organization is going, and supporting all
employees in the transformation process is critical not only for change initiatives but also
for sustaining the change.
One way that a leader can keep his or her focus on the people aspect of change is
through his or her EI skills. Goleman (1998a) asserted that “truly effective leaders are
also distinguished by a high degree of emotional intelligence” (p. 2). The work of
Bradberry and Greaves (2009) indicated that 90% of top performers have high levels of
EI and that EI can be learned and improved upon. This is good news for leaders and
provides hope that this skill can be enhanced if the leader chooses.
Northouse (2004) stated that transformational leadership is concerned with
emotions and assessing followers’ motives and treating them as human beings. The
connection between EI and transformational leadership has been explored significantly
and supports a strong correlation between the two (Caruso & Salovey, 2004). In fact,
research has shown that EI, as a leadership competency, is one of the single most
important factors that separates average leadership from great leadership (McKee et al.,
2008). This information supports the importance of leaders enhancing their levels of EI.
Research points to strong relationships between transformational leadership,
change, and EI. Leaders in the organization who are supporting transformational change
“are often going through the same emotional turmoil that other stakeholders are
experiencing” and need to be supported alongside other employees (Anderson &
Ackerman Anderson, 2010, p. 69). HR leaders are best positioned to support change by
providing assistance to leaders as they initiate and attempt to sustain change. According
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to Deshler (2019), “HR leaders can drive transformation by supporting business leaders
in making decision that assist in restructuring organizations” (p. 2). More research is
needed to determine if higher levels of EI would help HR leaders support transformation
across the organization. As they work to support all stakeholders in the change process,
HR leaders must find ways to support leaders on the front line as they face resistance to
change.
Synthesis Matrix
A synthesis matrix was used to show the relationship between the major themes
and variables in this study and the academic sources found within the body of literature.
(Appendix A).
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CHAPTER III: METHODOLOGY
Overview
Chapter III describes the methodology used to conduct this research. This study
describes the impact of emotional intelligence (EI) on the leadership of chief human
resources officers (CHROs) in the California Community Colleges System. The research
followed methods for phenomenological research and included a semistructured
interview process (Patton, 2015). This chapter includes the purpose of the study, the
research questions, the research design, the population and target population, and sample.
It also provides descriptions of the instrument, data collection procedures, analysis, and
study limitations.
Purpose Statement
The purpose of this qualitative phenomenological study was to describe the
perceptions of current California Community Colleges System CHROs in Central and
Southern California regarding the impact of EI on their leadership in four areas: selfawareness, self-management, social awareness, and relationship management.
Research Question
This study was guided by the following general research question: How do
current CHROs in the California Community Colleges System describe the impact of EI
on their leadership with respect to self-awareness, self-management, social awareness,
and relationship management?
Research Design
According to McMillian and Schumacher (2010), research design is important
because it develops a plan to help the researcher gather empirical evidence that will
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answer the research questions they intend to explore in their study. The four design
options that researchers can choose from are quantitative, qualitative, mixed methods,
and analytic (McMillan & Schumacher, 2010). Quantitative and qualitative are the most
widely used designs.
Researchers using a quantitative design can work with larger samples because
they often use instruments such as anonymous questionnaires that can be administered to
a large number of participants in a short amount of time (Patton, 2015). This design
measures and describes phenomena by using numbers and statistics.
Researchers using a qualitative design typically use smaller sample sizes because
of the amount of time it takes to gather data using their measures, which is usually indepth interviews. Their research emphasizes gathering data on naturally occurring
phenomena in the form of words rather than numbers. Researchers using a qualitative
research design can select from five different methods that include ethnographic,
phenomenological, case study, grounded theory, and critical studies (McMillan &
Schumacher, 2010).
Methodology
The researcher selected a qualitative phenomenological study design for this
research as it provided the most effective method for gathering, analyzing, and describing
data collected during in-depth interviews and artifact analysis. According to McMillan
and Schumacher (2010), phenomenological studies “focus much more on the
consciousness of the human experience” (p. 346). Patton (2015) stated that “what the
various phenomenological approaches share in common is a focus on exploring how
human beings make sense of experience and transform experience into consciousness,
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both individually and as shared meaning” (p. 115). The results of qualitative studies are
“presented as discussions of trends and/or themes based on words, not statistics” (Patten,
2012, p. 19). The study was designed to determine the perceived impact of EI on the
leadership of CHROs in the California Community Colleges System and to gather the
lived experiences of CHROs as they related to the impact of EI on their leadership.
A phenomenological approach was the best approach to this study as it sought to
explore how the subjects make sense of their professional experiences as they relate to
EI. The study focused on the role EI has played on the leadership of the participants.
The use of the phenomenological approach granted the researcher the opportunity to
explore the lived experiences of the participants and their perception of the importance of
EI on their leadership experiences.
Population
According to Patten (2012), the population of a study is a group of individuals
about which the researcher is interested in learning more. McMillan and Schumacher
(2010) further stated that the population is a group of individuals to which the researcher
intended to generalize results of the research. The population for this study was all
CHROs working in the three segments of the California’s higher education system, which
includes the University of California (UC), California State University (CSU), and the
California Community Colleges. There are 10 CHROs in the UC system, 23 in the CSU
system, and 73 in the California Community Colleges System, which provides for a total
population of 106 CHROs.
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Target Population
A target population consists of a group of individuals or objects that help
researchers generalize the results of the research (McMillan & Schumacher, 2010). It is
important for the target population to be clearly identified (McMillan & Schumacher,
2010). For this study, the target population was the 73 CHROs who work in the
California Community Colleges System. There are 73 districts and 115 community
colleges in the California Community Colleges System (Foundation for California
Community Colleges, 2018). Some districts are single college districts and some districts
are multicollege districts. CHROs were selected as the population for this study because
their work is shifting to work across functional areas and consult with others on how to
manage the largest capital of the organization, human capital, which means managing
their emotions and responding accurately to conflict is becoming more and more
important to their success. Their lived experience, as it relates to the impact of EI on
their leadership, will inform this research. As public employees, the contact information
is available for each CHRO in the system via the district website.
Sample
McMillan and Schumacher (2010) defined a sample as “the group of subjects or
participants from whom the data are collected” (p. 129). Patten (2012) wrote, “When it is
impractical to study an entire population, researchers draw a sample, study it, and infer
that what is true of the sample is probably also true of the population” (p. 43). The
researcher then searches for and selects sources who can share their experiences
concerning the phenomena about which they desire to learn more (McMillan &
Schumacher, 2010).
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The researcher utilized a mixture of purposeful and convenience sampling
methods to conduct this study. Purposeful sampling is widely used in qualitative research
and was one of the methods used for this study. Patton (2015) found that the purposeful
sampling method helps researchers focus on participants who will be able to share
insightful perspectives about the questions being asked in the study.
Additionally, convenience sampling allows the researcher to select participants
based on accessibility (McMillan & Schumacher, 2010). The researcher is able to select
subjects based on their knowledge of the population with this sampling method
(McMillan & Schumacher, 2010). These methods allowed the researcher to select
participants who would inform the study and were located geographically within the
Central and Southern Regions of California and who were located within 150 miles of the
researcher. There are 24 CHROs who work at community college districts within 150
miles of the researcher’s community college in Bakersfield, California. Using random
selection, 10 study participants were selected from the 24 CHROs for inclusion in the
study.
The sample used for this study included current CHROs working in the Central
and Southern Regions of the California Community Colleges System. There are nine
districts located in the Central Region and 37 districts located in the Southern Region
(California Community Colleges Chancellor’s Office, 2019a). Of the 46 districts located
in both regions, 25 districts, including the researcher’s district, are located within 150
miles of the researcher’s district. As the researcher was employed at one of the Central
Region districts, which was excluded from the study, 24 districts remained in the sample
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population. Table 3 lists the number of college districts by geographic region in the
California Community Colleges System.

Table 3
Sample
California Community Colleges Districts

Number

Bay Area Region

14

Central Region

9

Northern Region

13

Southern Region

37

Total

73

Note. From Community Colleges Districts, by California Community Colleges Chancellor’s
Office, n.d. (https://www.cccco.edu/Students/Find-a-College/Community-College-Districts).

Sample Selection Process
The sample selection process began after obtaining approval from the UMass
Global Institution Review Board (Appendix B). The following process was used to select
participants for this study:
1. A list of all CHROs in the California Community Colleges System was created and
sorted by region. The regions were Bay Area, Central, Northern, and Southern.
2. The researcher included all participants working in the Central and Southern Regions
except the researcher, who works in one of the districts located in the Central Region.
3. The researcher then sorted the districts by location to determine which districts were
located within 150 miles of the researcher’s community college district.
4. The 10 CHROs randomly selected from the 24 CHROs working in the Central and
Southern Regions’ community college districts were contacted via e-mail or by phone
to determine their willingness to participate in the study.
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5. The researcher obtained informed consent agreements from each of the participants
who agreed to participate (Appendix C).
Instrumentation
Instrument(s)
In qualitative research, the researcher is considered the instrument and the
credibility of the methods used relies heavily on his or her skills and abilities (Patton,
2015). Additionally, “The quality of the qualitative data depends to a great extent on the
methodological training, skill, sensitivity, and integrity of the researcher” (Patton, 2015,
p. 15). Due to the importance of the researcher in the collection of data, a qualitative
study may contain biases based on how the researcher influenced the participant during
the interviews.
The researcher used semistructured questions for this study that were based on EI
theory developed by Goleman et al. (2013) and adapted in the book Emotional
Intelligence 2.0 by Bradberry and Greaves (2009). The questions focused on the four
domains of EI: self-awareness, self-management, social awareness, and social
management and represent a structure for the questions. The participants were asked 10
interview questions. The initial interview questions were developed to build rapport with
the participant and were unrelated to the topic (Patton, 2015). Table 4 reflects the next
eight questions focused on the four domains of EI with two questions focused on each
domain.
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Table 4
Questions by Emotional Intelligence Domain
Self-awareness

Self-management

Social awareness

Relationship management

How has your
ability to perceive
and understand
your own emotions
helped you be an
effective leader?

How has being able
to act or not act on
your emotional
reactions helped
you to be an
effective leader?

How has being able
to accurately pick up
on emotions in other
people helped you
be an effective
leader?

How has using your
awareness of your own
emotions, and those of
others, to manage
interactions helped you be
an effective leader?

Is there a time that
you remember
when this was of
particular
importance to your
leadership?

Is there a time that
you remember
when this was of
particular
importance to your
leadership?

Is there a time that
you remember when
this was of particular
importance to your
leadership?

Is there a time that you
remember when this was
of particular importance
to your leadership?

Note. From The Impact of Emotional Intelligence on the Leadership of Public School
Superintendents (Doctoral dissertation), by A. Fulcher Gutierrez, 2017, p. 62
(https://digitalcommons.brandman.edu/edd_dissertations/99).

Bradberry and Greaves (2009) maintained that leaders who have strong EI have
the ability to lead more effectively. In addition, McKee et al. (2008) concluded that
leaders with strong EI leave others feeling inspired and hopeful. Table 4 presents the
interview questions that were created using the framework developed by Bradberry and
Greaves (2009). Their framework utilized the work of Goleman et al. (2013) to inform a
simplified process to assess EI.
The interview questions addressed the research question of the study. In addition,
the same interview script and questions (Appendix D) were used with each participant.
Prior to each interview, the researcher reviewed the invitation to participate (Appendix
E), informed consent form (Appendix C), and the UMass Global Institutional Review
Board Participant’s Bill of Rights (Appendix F).
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Reliability
Credibility of a study depends on four inquiry elements: systematic, in-depth
fieldwork; systematic and conscientious analysis of data; credibility of the inquirer; and
readers’ and users’ philosophical belief in the value of the qualitative inquiry (Patton,
2015). One barrier to credible findings in qualitative research is researcher bias. In each
of the four elements, researchers can take purposeful steps to enhance credibility and
reduce the impact of bias on the study.
Field Test
The interview questions were field-tested by interviewing a CHRO who works in
the Southern Region of the California Community Colleges System. Any problems were
addressed prior to the study’s commencing. The questions were adapted from the book,
Emotional Intelligence 2.0 (Bradberry & Greaves, 2009), and targeted to find the
perceptions of the impact of EI on the leadership of CHROs in the California Community
Colleges System. A colleague, unfamiliar with the study, observed the field-test
interview to determine whether the researcher exhibited any biased behavior so that the
researcher could address this prior to interviewing any participants in the study.
Validity
McMillan and Schumacher (2010) noted that validity “refers to the degree of
congruence between the explanation of the phenomena and the realities of the world” (p.
330). Additionally, validity exists when a measurement device “measures what it is
designed to measure and accurately performs the function(s) it is purported to perform”
(Patten, 2012, p. 61). According to Creswell (2014), using multiple strategies will
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strengthen validity in the study. The researcher utilized several strategies included in
Table 5 to enhance validity of the study (McMillan & Schumacher, 2010).

Table 5
Strategies to Enhance Validity

Strategy

Definition

Participant language and verbatim accounts

Interviews are phrased in the informant’s
language, not in abstract social science terms.

Mechanically recorded data

Tape recorders and videotapes provide
accurate and relatively complete records.

Participant review

Participants are asked to review transcripts of
the data obtained during the interview.

Multimethod strategies

Artifact review and observations are used to
ensure triangulation of data analysis.

Data Collection
Chapters I, II, and III were submitted to quality review. After passing quality
review, all three chapters were submitted to the Institutional Review Board (IRB) along
with the application and the required application attachments. No data were collected for
this study until approval was received from the IRB. After receiving approval from the
IRB, consent forms were collected from participants either electronically via e-mail or in
person prior to the interviews. A statement of confidentiality was provided to each
participant prior to interviews being conducted.
The interviews were scheduled at the convenience of the participant. The
schedule of interviews targeted completing interviews during the months of November
and December of 2019. The interviews were recorded, transcribed, and coded for themes
after the interview was completed.
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Interviews were conducted in person or video recorded with every CHRO who
accepted the offer to participate in the study. The 10 interview questions were developed
to gather the perceptions of the impact of EI on the leadership of each participant. The
first two questions were focused on building rapport with the participant and were
demographic in nature. The next eight questions focused on the four quadrants of EI.
Consent to record the interview was received from each participant prior to the
interview. All of the interviews were recorded using the Rev Voice Recorder App.
Using the recording from the app, they were transcribed by the same service. The
researcher then compared the audio/video recording to the transcription to verify
accuracy. The data from the recordings were then coded and reviewed to identify themes
in relation to the impact of EI on the participants’ leadership.
Data Analysis
Patton (2015) stated, “Qualitative analysis transforms data into findings” (p. 521).
Additionally, Creswell (2014) stated that the analysis process consists of organizing,
preparing, reading, reviewing, and coding the data. The data recorded during the
interviews with the eight CHROs who participated in the study were transcribed by a
third-party service. The transcription was sent to each participant for review. Any
changes to the data by the participants were incorporated prior to data analysis.
According to McMillan and Schumacher (2010), “Qualitative analysis is a
relatively systematic process of coding, categorizing, and interpreting data to provide
explanations of a single phenomenon of interest” (p. 367). After the data were compiled,
the researcher began coding the data. As an intercoder reliability mechanism, a fellow
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researcher was provided a copy of a transcript to code independently. This process
provided an additional step to ensure that researcher bias was minimized.
McMillan and Schumacher (2010) described the beginning of coding data as
“identifying small pieces of data that stand alone” (p. 370). Table 6 describes the five
steps used to help identify and clarify data codes (McMillan & Schumacher, 2010).
Table 6
Steps to Identify and Refine Data Codes
Step

Description

1. Get a sense of the whole

Read the data and write ideas about what has
been read. This helps identify the data sets.

2. Generate initial codes from the data

Ask questions about what has been read.
What word describes it? What is this about?
Then write the code in the margin.

3. Compare codes for duplication

Make a list of codes and compare them for
duplication.

4. Try out your provisional coding

Review an unmarked transcript of data to see
how well codes describe the data.

5. Continue to refine your coding

Review and continue to refine codes to better
analyze the data.

Categories or themes “represent major ideas that are used to describe the meaning
of similarly coded data” (McMillan & Schumacher, 2010, p. 376). Furthermore,
qualitative research uses the categories/themes to uncover patterns in the data (McMillan
& Schumacher, 2010; Patton, 2015). There are six steps that support qualitative data
analysis: (a) organizing the data, (b) reviewing the data, (c) coding the data, (d) using the
coding process to generate themes, (e) consideration of how the finding will be presented
and (f) interpretation of the data (Creswell, 2014). As the data were further analyzed, the
researcher began to see patterns emerge that indicated a relationship between categories.
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Limitations
Several limitations existed in this study. The first limitation was the demographic
composition of the sample. The fact that the researcher selected CHROs working in the
Central and Southern Regions of the California Community Colleges System who were
more easily accessible to the researcher could have limited the results of the research.
Another limitation was the small sample size of the study. The sample size for
the study was limited to 10 CHROs located in both the Central and Southern Regions of
California, which could have limited the generalization of the data; however, qualitative
studies commonly have fewer sample sizes that focus on purpose and information-rich
cases (McMillan & Schumacher, 2010).
The final limitation was the introduction of researcher bias that comes by the very
nature of a qualitative study. The researcher’s bias could have exerted influence on the
data. In a phenomenological study, it is imperative that the researcher push away any
preconceived ideas about the phenomena being studied.
Summary
The phenomenological study used a semistructured interview to collect data
related to the impact of EI on the leadership of CHROs in the California Community
Colleges System. The sample population included 10 CHROs working in both the
Central and Southern Regions of the California Community Colleges System. This
chapter described the instrumentation of the study, which consisted of interview
questions based on the work of Bradberry and Greaves (2009) in their book Emotional
Intelligence 2.0. It also described the reliability and validity of the study. Finally, this
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chapter described the data collection and analysis process and included the limitations of
the study.
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CHAPTER IV: RESEARCH, DATA COLLECTION, AND FINDINGS
Overview
This chapter reviews the information collected in the 10 semistructured interviews
conducted with the chief human resources officers (CHROs) in community college
districts located in Central and Southern California and within 150 miles of the
researcher’s community college in Bakersfield, California. This chapter begins with a
review of the purpose statement, the research question, methodology, data collection,
population, and sample. Finally, the demographic data, themes that emerged, and
frequency charts are presented.
Purpose Statement
The purpose of this qualitative phenomenological study was to describe the
perceptions of current California Community Colleges System CHROs in Central and
Southern California regarding the impact of EI on their leadership in four areas: selfawareness, self-management, social awareness, and relationship management.
Research Question
This study was guided by the following general research question: How do
current CHROs in the California Community Colleges System describe the impact of EI
on their leadership with respect to self-awareness, self-management, social awareness,
and relationship management?
Research Methods and Data Collection Procedures
The research for this study followed methods for phenomenological research and
included a semistructured interview process (Patton, 2015). Patton (2015) stated that
“what the various phenomenological approaches share in common is a focus on exploring
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how human beings make sense of experience and transform experience into
consciousness, both individually and as shared meaning” (p. 115). The interviews
included a convenience sample of current CHROs in the Central and Southern Regions of
the California Community Colleges System. This framework allowed the researcher to
gather the perceived impact of EI on the work of each CHRO interviewed.
The in-depth interview was the primary data collection method for this research
study conducted via Zoom. Each participant was sent an invitation to participate in the
research accompanied by an Informed Consent and Confidentiality Form, a Participant’s
Bill of Rights, and an interview script with the interview questions. Each participant
agreed to be recorded for the interview. The interviews were recorded and transcribed
using features within the Zoom platform. Once the transcription was completed, each
participant was sent a copy of the transcript to review for accuracy. Once the transcript
was reviewed and finalized by each participant, the transcript was uploaded into NVivo
coding software. The transcripts were coded to identify themes. The researcher used
intercoder reliability through collaboration with a graduate of the doctoral program to
code a small sample of the data (McMillian & Schumacher, 2010).
Population
According to Patten (2012), the population of a study is a group of individuals
about which the researcher is interested in learning more. McMillan and Schumacher
(2010) further stated that the population is a group of individuals to which the researcher
intended to generalize results of the research. The population for this study was all
CHROs working in the three segments of California’s higher education system, which
includes the University of California (UC), California State University (CSU), and the
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California Community Colleges. There are 10 CHROs in the UC system, 23 in the CSU
system, and 73 in the California Community Colleges System, which provides for a total
population of 106 CHROs.
Target Population
A target population consists of a group of individuals or objects that help
researchers generalize the results of the research (McMillan & Schumacher, 2010). It is
important for the target population to be clearly identified (McMillan & Schumacher,
2010). For this study, the target population was the 73 CHROs who work in the
California Community Colleges System. There are 73 districts and 115 community
colleges in the California Community Colleges System (Foundation for California
Community Colleges, 2018). Some districts are single college districts and some districts
are multicollege districts. CHROs were selected as the population for this study because
their work is shifting to work across functional areas and consult with others on how to
manage the largest capital of the organization, human capital, which means that
managing their emotions and responding accurately to conflict is becoming more and
more important to their success. Their lived experience, as it relates to the impact of EI
on their leadership, will inform this research. As public employees, the contact
information is available for each CHRO in the system via the district website.
Sample
McMillan and Schumacher (2010) defined a sample as “the group of subjects or
participants from whom the data are collected” (p. 129). Patten (2012) wrote, “When it is
impractical to study an entire population, researchers draw a sample, study it, and infer
that what is true of the sample is probably also true of the population” (p. 43). The
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researcher then searches for and selects sources who can share their experiences
concerning the phenomena about which they desire to learn more (McMillan &
Schumacher, 2010).
The researcher utilized a mixture of purposeful and convenience sampling
methods to conduct this study. Purposeful sampling is widely used in qualitative research
and was one of the methods used for this study. Patton (2015) found that the purposeful
sampling method helps researchers focus on participants who will be able to share
insightful perspectives about the questions being asked in the study.
Additionally, convenience sampling allows the researcher to select participants
based on accessibility (McMillan & Schumacher, 2010). The researcher is able to select
subjects based on their knowledge of the population with this sampling method
(McMillan & Schumacher, 2010). These methods allowed the researcher to select
participants who would inform the study and were located geographically within the
Central and Southern Regions of California and who were located within 150 miles of the
researcher. There are 24 CHROs who work at community college districts within 150
miles of the researcher’s community college in Bakersfield, California. Using random
selection, 10 study participants were selected from the 24 CHROs for inclusion in the
study.
The sample used for this study included current CHROs working in the Central
and Southern Regions of the California Community Colleges System. There are nine
districts located in the Central Region and 37 districts located in the Southern Region
(California Community Colleges Chancellor’s Office, 2019a). Of the 46 districts located
in both regions, 25 districts, including the researcher’s district, are located within 150
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miles of the researcher’s district. As the researcher was employed at one of the Central
Region districts, which was excluded from the study, 24 districts remained in the sample
population. Table 3 (repeated here for ease of reference) lists the number of college
districts by geographic region in the California Community Colleges System.

Table 3
Sample
California Community Colleges Districts

Number

Bay Area Region

14

Central Region

9

Northern Region

13

Southern Region

37

Total

73

Note. From Community Colleges Districts, by California Community Colleges Chancellor’s
Office, n.d. (https://www.cccco.edu/Students/Find-a-College/Community-College-Districts).

Demographic Data
The demographic data were discovered through the data collection process. At
the time of this study, the 10 participants were working as a CHRO in a California
Community College District. The participants had held the CHRO position from 1 year
to 20 years. The average number of years working in this position for the sample
population was 9.7 years. Each participant had between 2 years and 20 years working in
the community college setting. The average number of years working in the California
Community College District for the sample population was 13.2 years. The breakdown
of experience in each area can be seen in Table 7.
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Table 7
Participants—Years of Experience as Chief Human Resources Office and Years of Experience in
the Community College System

Years as a CHRO

Years in the community college
system

1

3

3

2

20

10

3

1

20

4

7

20

5

10

2

6

16

21

7

14

7

8

8

13

9

8

20

10

10

16

Participant

The sample population consisted of CHROs working in either the Southern or
Central Regions of the California Community Colleges System. The participants were
equally divided between both regions with five participants from the Southern Region
and five participants form the Central Region. The breakdown of demographic data by
region can be seen in Table 8.
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Table 8
Participant by Region within the California Community Colleges System
Participant

California community college region

1

Southern

2

Central

3

Central

4

Central

5

Central

6

Southern

7

Southern

8

Central

9

Southern

10

Southern

Presentation of the Data Analysis
The researcher began the analysis by reading the transcripts for each participant to
begin looking for themes. After uploading the transcripts into NVivo, each transcript was
coded line by line resulting in 15 initial themes (see Table 9). The data were then
reviewed and seven major, or broader, themes were identified by using the themes that
received a frequency of 10 or more in the coding stage of the data analysis (see Table 10).
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Table 9
Initial Themes
Theme

Sources

Frequency

Adaptability

2

2

Communication

6

15

Emotions

2

4

Empathy for others

6

23

Honesty

1

2

Leadership

3

4

Manage reactions

3

10

Mentors/team

2

3

Observation

1

4

Relationship building

7

38

Self-management

5

12

Stress

3

4

Trust

5

11

10

88

9

71

Sources

Frequency

10

88

Understanding others emotions

9

71

Relationship building

7

38

Empathy for others

6

23

Managing emotions

5

15

Communication

6

15

Trust

5

11

Understanding our own emotions
Understanding others emotions

Table 10
Major Themes
Major themes
Understanding our own emotions
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Understanding Our Own Emotions
The major theme receiving the highest frequency was understanding our own
emotions. Every participant cited the importance of understanding one’s own emotions
in their positions and being effective in their role of CHRO. One participant believed it
was important to “figure out quickly where people were coming from and how I was
responding to them. Being aware of my emotions and try to not get defensive. Try not to
take the anger personally.” Another participant stated that “I’ve shifted the last couple of
years and really tried to focus on my responses and my reactions.” Every CHRO
emphasized the importance of staying on top of one’s own emotions and Participant 5
reported,
I don’t think you can be an effective leader. If you don’t understand what’s going
on in your own head, right? So we as leaders. We have to react and respond to
situations around us. And if I am not able to effectively distance my emotions
from my response, then the response that I’m giving is not going to be based on
business data or necessity, it’s going to be based on how I think and feel
personally at that point in time. To take those emotions and say, “Hey you know I
recognize that you’re here, but we’re going to check you for now and we’re going
to deal with the situation at hand.”
Participant 9 added that she starts to “recognize certain physical aspects within
herself. If I’m not sleeping or if I’m just thinking about work all the time taking that step
back and asking yourself what is causing this.” She stated further that it is important to
“take a step back and understand how I am responding to this at work.” In addition,
when she was dealing with a very difficult employee situation that involved identity theft,
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she stated “that she was trying to be aware of her responses and not get defensive because
the theft was not her fault and the employees were extremely sensitive.”
Participant 5 reported, “I tend to respond quickly without thinking first so at work
I practice this 24/7 because you can’t have that and be successful, especially in human
resources.” She added that it is important to “be aware of how others’ emotions are
making you feel and be very measured in your response and very consistent in your
response.”
Participant 8 stated, “I am a very self-reflective person and I spend a lot of time at
the end of the day reflecting on my interactions. I have learned how I could have done
better in certain interactions. This has helped me be a more effective leader.” During a
particularly difficult situation with a co-worker she was able to “take a step back and
[think] before she reacted to the situation.” She added that,
although she initially was very upset, she took a different approach and did not let
her emotions take over the situation. Based on that, they were able to have an
incredible conversation and they figured out a way to move forward. And the
relationship has never been better.
Participant 1 expressed,
We are managing emotions in Human Resources all the time. We are dealing
with negotiations or employee discipline meetings. It is important that we react
appropriately and interact with others appropriately. It is important to not be
driven by our emotions as we are dealing with employees all the time in
heightened emotional states. We have to remain focused on what we are truly
trying to gain in the end or else we will get lost in the minutiae.
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Participant 10 added, “I don’t think you can really understand other people until you have
some basic understanding of yourself.” He further stated,
We are dealing with people in negotiations, conflict management, performance
management and in all of those areas people tend to get emotional and you are
often delivering information that people don’t want to hear. It is important to be
conscious of how you are operating in those situations.
Participant 7 stated,
As leaders it is important to have an understanding of our own personal filters and
how it colors the way we view information that we receive. Everybody has filters
that have been created through experiences both good and bad. It is helpful to
understand this about ourselves. This helps you move the needle or make
progress because you know how to frame the conversations that you have with
others.
Understanding Others’ Emotions
This theme ranked the second highest frequency and was cited by nine of the 10
participants. Participant 9 reported, “I think as HR professionals we pick up on that a
little bit more because we are trained to pay attention.” She added, “It is important, when
navigating situations, to understand others’ emotions.” When dealing with one particular
interaction with an employee she stated, “I wanted to make sure that I could approach
them effectively if they were feeling uncomfortable. I watched their body language and
tried to pick up on the small little details.”
Participant 6 reported “that this is absolutely essential and I read people very well.
I can tell when people are lying or being evasive or they’re embarrassed or sheepish
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about something.” She added that, during negotiations, “I can tell when people’s hearts
really are not into it and somebody else asked them to bring forward this idea, but they
really don’t have a whole lot of passion for it.” Finally, she stated, “It’s important to be
able to read people. It’s one of the most important things really so that people can reach
out to each other and support each other through rough times.”
Participant 5 expressed, “It is important that you recognize what’s going on with
other people and the sooner that you can say, ‘okay, let’s take my personal emotions out
of this,’ you can have meaningful conversations.” She added, “That is what has helped
me deal with a particularly difficult employee performance issue and has allowed me to
adjust and manage the situation more effectively.”
Participant 8 reported that understanding the emotions of others is something “I
do every day because when you are managing people you have to understand that they
are going through things that affect their behaviors and actions.” She added that “by
doing this you can respond to the situations appropriately. That may mean being direct in
this situation and not as direct in another situation.” In one specific instance, she
was dealing with someone in negotiations that was extremely emotional. She was
on the negotiations team because she was passionate, not because she was a good
negotiator. The negotiations team was swayed heavily by her emotional
responses. Because of her, I was able to strategize with my team and phrase our
whole conversation and how we presented our information for that particular team
member and the outcome was amazing.
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Participant 2 stated, “I am emotionally driven myself but I also can pick up and
feel other people when they emotional issues. I have been able to reach employees in
discipline issues on an emotional level rather than just a strict rule or legal matter.”
Participant 1 expressed, “We must recognize the emotions of others when we are
working through negotiations. We have to manage our way through the other parties
emotions and how they react and their responses.” Further Participant 10 stated, “I really
need to be understanding the true goal of the person I am dealing with and not their
verbalized goal. It is important to see underneath the conversations.”
Participant 10 shared an interaction with an important member of the community
and stated,
I was presenting some information and tried to explain myself and the data. I
completely mishandled the situation because I didn’t read the emotions of the
person who I was speaking to. I should have handled it differently in public and
done what I needed to do behind closed doors.
In another situation he shared, “I spent a little time trying to understand where this person
was coming from and what was making them think the way they were.” Participant 7
reported,
It is important to learn to pick up on body language and breathing patterns. These
are things we almost don’t think about anymore. In this time of more and more
zoom meetings, people will often turn off their cameras which makes it difficult
to see those cues. This is challenging because I am so attuned to watching faces
and body language and seeing when people are participating in a conversation or
not.
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Relationship Building
The third highest frequency focused on the importance of relationships and
maintaining them. Seven of the 10 participants spoke about relationship building as a
part of their success in their role as CHROs. Participant 9 stated, “We are constantly
building relationships. It is difficult at times because I have union leaders that switch out
every two years. Some of those relationships have been better than others. I try to be
completely transparent and understanding.” Participant 1 added, “The relationship
management piece is very important to the negotiations aspect of our jobs.” Participant 6
reported, “I can be very direct and get to the bottom of an issue and I relate well to people
and get things done really through my relationships with people. I have been in my
district for 16 years and have very deep relationships with people.”
Participant 5 shared a story where she was interacting with some difficult
employees and she relayed that it was important to “get them to feel comfortable
engaging with me and I always talked about her mother and father being just like them.
This allowed her to build a relationship whether they liked her or not.”
Participant 8 shared about the importance of
people need to see me as somebody who is not just the chief human resources
officer, but somebody who’s looking out for the entire organization which
includes our students and what’s best for our students. When they can see that I
can show emotion, then it allows me to develop more meaningful relationships.
She further stated, “The reason I have this job is a lot because of that ability to develop
those relationships. It’s hard to get a chief human resources officer job.” During a
particularly difficult change to an administrative regulation for the district, she shared, “It
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was my ability to get on the phone with the Academic Senate President and say, ‘what do
you need me to do or what do you need me to say to get this through’ that ended in
approval of the proposal.”
Participant 7 stated, “Building relationships when you are new to an organization
is important. It will take a while and it will not always be easy but working on them on a
constant basis will help down the road.” She added, “Negotiations is an area where
knowing how your relationships are built is really important and as a leader this helps
you gain the trust of the people you work with.”
Relationships are important with all stakeholders in the organization. Participant
7 shared,
Instead of coming toe to toe with someone about the law, I can frame it as here is
the law and here are some options for us to get to where you want to go. I find
myself constantly helping others see that we have to make sure that our decisions
are legally defensible with the least amount of liability. This approach helps build
relationships that can move things through the organization.
Empathy for Others
The major theme of empathy was mentioned by six of the 10 participants and had
a frequency rating of 23. The participants stated repeatedly that empathy was almost
impossible for them to not feel toward people as they work with them often and many
times they are dealing with them in a heightened emotional state. One participant stated,
“From an empathetic perspective, I listen[ed] and then I tried to relate that to something
that I’ve seen, heard, or felt if I don’t have that as a barometer as to how to proceed.”
Participant 3, while working with an employee who was losing their position with the
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district, relayed that it was important to convey to the employee, “I’m so sorry you are
losing your position, you are extremely important to the district. We want to make sure
you feel supported.” In another instance, Participant 10 was working with an employee
who had a personal hygiene issue in the workplace and stated,
When I was working with this person, I realized that simply taking a shower was
not the answer. This person was having some personal issues at home that
required him to help his wife and he ran out of time in the mornings. I took a step
back and tried to understand and help him work through the situation as best as he
could.
It was clear from the interviews that the participants who responded in this theme
considered themselves to be empathetic individuals. Participant 5 stated, “I’m an
empathic person by nature,” and Participant 3 conveyed that “it’s almost impossible for
me not to come from an empathetic perspective.” Participant 2 described themselves as
“I am a very, what you would define as, an empathic person, I feel people’s emotions and
am very sensitive and very emotionally driven myself.” Finally Participant 10 reported,
“Empathy requires you to have the ability to really identify with other people. And if you
not in touch with your own feelings. It’s hard to envision or visualize other people’s
feelings.” Participant 3 added, “I have tried to have an empathetic ear and be emotionally
prepared for situations. I try to do this in every situation even if the other person is not.”
Managing Emotions
The ability to stay flexible and direct behavior positively is an integral part of
self-management. This major theme was mentioned by five of the 10 participants and
revolved around managing their emotional reactions. Participant 9 shared a story about a
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new training that had been created that was receiving opposition from the faculty at her
district. She faced opposition at the training sessions and “it was important to keep
pushing through because you know it was different people all the time and she had to
hold on to her patience and frustration.” She constantly reminded herself that it “wasn’t
personal as they did not know her.” She added that
it was important for her to be aware of her emotions and try to not get defensive.
This is not an easy task when you are stressed and dealing with a difficult
situation but it is important to be successful.
Participant 6 stated,
This is probably one of my real strengths is that from a very young age I grew up
with a bunch of single moms in my family. They were stressed a lot. You had to
be able to read where they were and make sure you didn’t upset anyone. This has
helped me in my position as chief human resources officer.
Participant 2 reported,
It’s very hard for me when somebody wants to do my job because for me it brings
up the feelings of they don’t trust me. I don’t do this much anymore because I
have done a lot of inner spiritual work, but I used to create a script that they really
didn’t like me or I am going to get fired. I have worked through that and know
how to manage my emotions and that script much better.
She went on to say,
I started dealing only in the facts and it helped me. And so I think that when I
learned that we don’t take things personally. It’s just like water on a duck’s back.
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I’m not saying you don’t notice it. It’s how do I process it. I don’t take
ownership of it.
Communication
This major them was mentioned by six of the 10 participants. Each of them
described the importance of effective communication to their positions. Participant 9
stated, “How I communicate my decisions and making sure my communication is
consistent is important to my position.”
Participant 6 shared a time when a person in a high-level meeting was not
participating with the team, she “leaned over and said, ‘We really need you in the
conversation,’ and she became engaged. That was all that she needed was someone to
say, ‘we need you.’” She further stated, “This ended up being the turning point, just that
one little comment, and lots of little conversations in between changed how this person
interacted in the meeting.” Participant 3 expressed the importance of
the way you communicate in emails, the structure of emails and all of that is so
easy to get lost in translation. It is so easy to upset somebody or miscommunicate
something that is rather straightforward. Focusing on this has helped me refine
my communication methods.
Participant 2 stated,
When working with employees and discipline issues, I have learned to not blame
them or to say you did this or you did that, but to talk about processes were not
followed or what behaviors were not observed. This has helped improve my
communication with employees.
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Participant 7 stated that when working with employees, “It is important to understand that
people have their very distinct emotional personalities and we can better frame our
conversations with them when you understand this.”
Trust
This major theme was mentioned by five of the 10 participants. Each of those
that mentioned trust stated that is important to their role as CHRO. Participant 9 was
dealing with a difficult negotiations session and stated, “We shared with them that this
was a unique thing and was honest with them. This helped build some trust because I
was like wait a second and let’s look at this issue from all angles.” She also shared that
in the role of CHRO, “it helps build trust and I think in this role you have to have
people’s trust. People come to you with their concerns and they have to be able to come
to you because that is what we are there for.” Participant 6 shared that
it is helpful for me because people see me as very trustworthy and honest; I’m not
someone who is calculated and I don’t play games with people. And even if it
starts out bumpy because they have distrust with administration, they quickly
learn that I’m not that person. I’m not the enemy.
Participant 1 stated, “Trust is hard when you are having difficult times.
Sometimes during negotiations it can get tricky and gaining or maintaining trust can be
difficult.” Participant 9 added, “Transparency is so important to earning trust. So just
being completely open and saying. ‘You know what, I don’t know the answer.’ Or ‘hey,
I’m going to get this answer and get back to you.’”
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Participant 7 reported that “your emotional relationships help you build trust with
others in organizations where you are leading. In addition, the speed of that trust
determines how fast the business side of the house can move.”
Major Findings
Research Question
How do current CHROs in the California Community Colleges System describe
the impact of EI on their leadership with respect to self-awareness, self-management,
social awareness, and relationship management?
Major Finding 1. Every CHRO felt that understanding their own emotions, or
self-awareness, was important to their success in their position. Working in human
resources requires interactions with employees and other stakeholders that are oftentimes
emotionally charged. This can be during a personal crisis for an employee, a discipline
meeting, negotiations, a disagreement between two employees, or even interactions with
governing board members. The key point that was emphasized by each participant was
the need to be able to recognize or be aware of their own emotions to ensure that their
reactions were appropriate for each situation they encountered. One participant summed
it up well: “If I am not able to effectively distance my emotions from my response, then
the response that I’m giving is not based on business necessity.” Yet another response
was, “I don’t think you can really understand other people until you have some basic
understanding or yourself.”
According to Bradberry and Greaves (2009), having “a keen understanding of
your tendencies is important; it helps you quickly make sense of your emotions” (p. 24).
It is an essential leadership skill that allows the blending of technical skill and life
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experiences to make good business decisions (Goleman et al., 2013). In addition, selfawareness is a foundational skill of EI that makes using the other emotional skills of selfmanagement, social awareness and relationship management easier to use (Bradberry &
Greaves, 2009).
Major Finding 2. Ninety percent of the participants in the study reported that
understanding others’ emotions, or social awareness, is the second most important skill to
have in their positions. Another description for social awareness is empathy (Goleman et
al., 2013). Overwhelmingly the group reported that reading other people is essential to
performing well in their job and is vital to being able to reach or connect with others in
the highly emotionally charged situations that they often face. Several participants
mentioned the importance of picking up on body language and other physical attributes to
help you better understand others’ emotions. One participant even shared how quickly a
situation with a board member went terribly wrong when he failed to read the emotions
of the person during a crucial interaction. He missed reading the situation by not picking
up on the emotions and physical reactions of the person he was presenting to.
Goleman et al. (2013) stated that “being attuned to how others feel in the moment,
a leader can say and do what’s appropriate—whether it be to calm fears, assuage anger,
or join in good spirits” (p. 49). Listening and observing are the most important elements
of social awareness (Bradberry & Greaves, 2009). This skill is so important to effective
leadership that Goleman et al. described social awareness, or empathy, as “the sine qua
non of all social effectiveness in working life” (p. 50).
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Summary
Chapter IV reviewed the data collected from the interviews of CHROs in the
California Community Colleges System in both the Southern and Central Regions. Ten
CHROs participated in the study through web-based interviews. The interviews
consisted of 10 interview questions developed to gather the perceptions of the impact of
EI on the leadership of each participant. The first two questions were focused on
building rapport with the participant and were demographic in nature. The next eight
questions focused on the four quadrants of EI. Each interview was recorded and then
transcribed using Zoom web conference software. The data were then coded to identify
major themes that aligned with the interview questions. Each of the themes was
discussed and citations provided by each participant.
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CHAPTER V: FINDINGS, CONCLUSIONS, AND RECOMMENDATIONS
This chapter presents the major findings, conclusions, and implications for action
based on the qualitative phenomenological study. Conclusions and implications were
drawn from the key findings of the research of literature and the study. The chapter
closes with recommendations for future research and concluding remarks on the topic.
Purpose Statement
The purpose of this qualitative phenomenological study was to describe the
perceptions of current California Community Colleges System CHROs in Central and
Southern California regarding the impact of EI on their leadership in four areas: selfawareness, self-management, social awareness, and relationship management.
Research Question
This study was guided by the following general research question: How do
current CHROs in the California Community Colleges System describe the impact of EI
on their leadership with respect to self-awareness, self-management, social awareness,
and relationship management?
Research Methods and Data Collection Procedures
The research for this study followed methods for phenomenological research and
included a semistructured interview process (Patton, 2015). Patton (2015) stated that
“what the various phenomenological approaches share in common is a focus on exploring
how human beings make sense of experience and transform experience into
consciousness, both individually and as shared meaning” (p. 115). The interviews
included a convenience sample of current CHROs in the Central and Southern Regions of
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the California Community College System. This framework allowed the researcher to
gather the perceived impact of EI on the work of each CHRO interviewed.
The in-depth interview was the primary data collection method for this research
study conducted via Zoom. Each participant was sent an invitation to participate in the
research accompanied by an Informed Consent and Confidentiality Form, a Participant’s
Bill of Rights, and an interview script with the interview questions. Each participant
agreed to be recorded for the interview. The interviews were recorded and transcribed
using features within the Zoom platform. Once the transcription was completed, each
participant was sent a copy of the transcript to review for accuracy. Once the transcript
was reviewed and finalized by each participant, the transcript was uploaded into NVivo
coding software. The transcripts were coded to identify themes. The researcher used
intercoder reliability through collaboration with a graduate of the doctoral program to
code a small sample of the data (McMillian & Schumacher, 2010).
Population
According to Patten (2012), the population of a study is a group of individuals
about which the researcher is interested in learning more. McMillan and Schumacher
(2010) further stated that the population is a group of individuals to which the researcher
intended to generalize results of the research. The population for this study was all
CHROs working in the three segments of the California’s higher education system, which
includes the University of California (UC), California State University (CSU), and the
California Community Colleges. There are 10 CHROs in the UC system, 23 in the CSU
system, and 73 in the California Community Colleges System, which provides for a total
population of 106 CHROs.
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Target Population
A target population consists of a group of individuals or objects that help
researchers generalize the results of the research (McMillan & Schumacher, 2010). It is
important for the target population to be clearly identified (McMillan & Schumacher,
2010). For this study, the target population was the 73 CHROs who work in the
California Community Colleges System. There are 73 districts and 115 community
colleges in the California Community Colleges System (Foundation for California
Community Colleges, 2018). Some districts are single college districts and some districts
are multicollege districts. CHROs were selected as the population for this study because
their work is shifting to work across functional areas and consult with others on how to
manage the largest capital of the organization, human capital, which means that
managing their emotions and responding accurately to conflict is becoming more and
more important to their success. Their lived experience, as it related to the impact of EI
on their leadership, informed this research. As public employees, the contact information
is available for each CHRO in the system via the district website.
Sample
McMillan and Schumacher (2010) defined a sample as “the group of subjects or
participants from whom the data are collected” (p. 129). Patten (2012) wrote, “When it is
impractical to study an entire population, researchers draw a sample, study it, and infer
that what is true of the sample is probably also true of the population” (p. 43). The
researcher then searches for and selects sources who can share their experiences
concerning the phenomena about which they desire to learn more (McMillan &
Schumacher, 2010).
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The researcher utilized a mixture of purposeful and convenience sampling
methods to conduct this study. Purposeful sampling is widely used in qualitative research
and was one of the methods used for this study. Patton (2015) found that the purposeful
sampling method helps researchers focus on participants who will be able to share
insightful perspectives about the questions being asked in the study.
Additionally, convenience sampling allows the researcher to select participants
based on accessibility (McMillan & Schumacher, 2010). The researcher is able to select
subjects based on their knowledge of the population with this sampling method
(McMillan & Schumacher, 2010). These methods allowed the researcher to select
participants who would inform the study and were located geographically within the
Central and Southern Regions of California and who were located within 150 miles of the
researcher. There are 24 CHROs who work at community college districts within 150
miles of the researcher’s community college in Bakersfield, California. Using random
selection, 10 study participants were selected from the 24 CHROs for inclusion in the
study.
Discussion of the Results
Research Question
How do current CHROs in the California Community Colleges System describe
the impact of EI on their leadership with respect to self-awareness, self-management,
social awareness, and relationship management?
Major Finding 1. Every CHRO felt that understanding their own emotions, or
self-awareness, was important to their success in their position. Working in human
resources requires interactions with employees and other stakeholders that are oftentimes
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emotionally charged. This can be during a personal crisis for an employee, a discipline
meeting, negotiations, a disagreement between two employees, or even interactions with
governing board members. The key point that was emphasized by each participant was
the need to be able to recognize or be aware of their own emotions to ensure that their
reactions were appropriate for each situation they encountered. One participant summed
it up well: “If I am not able to effectively distance my emotions from my response, then
the response that I’m giving is not based on business necessity.” Yet another response
was, “I don’t think you can really understand other people until you have some basic
understanding or yourself.”
According to Bradberry and Greaves (2009), having “a keen understanding of
your tendencies is important; it helps you quickly make sense of your emotions” (p. 24).
It is an essential leadership skill that allows the blending of technical skill and life
experiences to make good business decisions (Goleman et al., 2013). In addition, selfawareness is a foundational skill of EI that makes using the other emotional skills of selfmanagement, social awareness and relationship management easier to use (Bradberry &
Greaves, 2009).
Major Finding 2. Ninety percent of the participants in the study reported that
understanding others’ emotions, or social awareness, is the second most important skill to
have in their positions. Another description for social awareness is empathy (Goleman et
al., 2013). Overwhelmingly the group reported that reading other people is essential to
performing well in their job and is vital to being able to reach or connect with others in
the highly emotionally charged situations that they often face. Several participants
mentioned the importance of picking up on body language and other physical attributes to
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help one better understand others’ emotions. One participant even shared how quickly a
situation with a board member went terribly wrong when they failed to read the emotions
of the person during a crucial interaction. He missed reading the situation by not picking
up on the emotions and physical reactions of the person to whom he was presenting.
Goleman et al. (2013) stated that “being attuned to how others feel in the moment,
a leader can say and do what’s appropriate—whether it be to calm fears, assuage anger,
or join in good spirits” (p. 49). Listening and observing are the most important elements
of social awareness (Bradberry & Greaves, 2009). This skill is so important to effective
leadership that Goleman et al. (2013) described social awareness, or empathy, as “the
sine qua non of all social effectiveness in working life” (p. 50).
Strengths and Limitations
Strengths
The study included a wide range of experience in the position of CHRO ranging
from 1 year to over 20 years. The representation was equally split with five participants
from the Central Region and five participants from the Southern Region.
Limitations
The study was limited to only two regions out of the four regions located in
California. The Bay Area and Northern regions were not represented in the study. This
limits the ability for the study to be generalized.
Unexpected Findings
There were two unexpected findings that the researcher discovered during the
study. The first unexpected finding was that over 50% of the participants reported to the
researcher that they had heard of EI but did not fully understand what it was or had not
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formally studied the subject. Interestingly, the data collected indicate that the majority of
the CHROs are working with high levels of EI without formal training or personally
studying the subject.
The second unexpected finding was the overwhelming responses related to
ensuring they were not taking things personally. Many respondents mentioned the
lashing out or verbal attacks against them while working with employees and that they
needed to remind themselves that it was the highly emotional state of the employee rather
than anything that the CHRO had done personally to them.
Conclusions
The conclusions from this research study were based on the data the researcher
discovered from the findings and additional findings outside of the scope of study. While
previous research has shown the impact of EI in other business sectors, the conclusions
found in this research will add to the body of knowledge on how EI impacts the
leadership of CHROs in the community college setting.
Conclusion 1
This study confirms the importance of the personal competency area of EI, selfawareness, is a critical component in the role of a CHRO. Bradberry and Greaves (2009)
noted, “People high in self-awareness are remarkably clear in their understanding of what
they do well, what motivates and satisfies them, and which people and situations push
their buttons” (p. 25). Every participant stated that this single skill is what has helped
them be successful in their position. The ability they have to understand their own
emotions and what triggers an emotional response within them has helped them better
respond to the oftentimes emotional situations they deal with in the daily duties.
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Anderson and Ackerman Anderson (2010) maintained that “a key differentiator
between transitional and transformational change is the degree of impact on people and
the required attention to human and cultural dynamics” (p. 67). The U.S. educational
system is under increased scrutiny to meet the changing demands of a global society.
Further, the California Community Colleges System is one system in the greater
educational system that is currently pursuing a transformational change initiative called
the “Vision for Success” to help its students meet changing demands and be more
prepared to enter the workforce or pursue advanced degrees. This increased pressure to
transform can cause stress and anxiety in people involved in the change initiative. This
study confirms that higher levels of EI in CHROs will help them help others through this
change process.
Conclusion 2
The social competency of EI, social awareness, plays a crucial role in the
effective leadership of CHROs in the community college setting. The competency
encompasses empathy or the ability to pick up on others’ emotions. Ninety percent of the
participants reported that understanding the emotions of others was a crucial skill to their
effectiveness in their current position. This area of EI allows these leaders to read the
emotions of others and adjust their actions and responses accordingly to build
relationships that move the needle in a positive direction. Transformational leaders will
provide support and empathy to their followers as well as give personal attention on a
one-on-one basis (Avolio et al., 1988).
Social awareness allows these CHROs to absorb critical information from those
they are interacting with while still improving the quality of those relationships. Every
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participant spoke about the importance of having effective working relationships to get
things done. McKee et al. (2008) claimed, “Leaders who have developed emotional and
social intelligence are effective because they act in ways that leave the people around
them feeling stronger and more capable” (p. 25).
Implications for Action
The implications for action are based on the findings and conclusions of this
study. They are recommendations for all leaders in the field of human resources and
education to assist leaders who are involved in transformational change.
•

CHROs should receive formal training in EI to allow them to build upon their current
skills and deepen their understanding of EI. Bradberry and Greaves (2009) noted that
of all the people they have studied at work, 90% of high performers were also high in
EI and 20% of low performers were high in EI.

•

All CHROs in the California Community Colleges System should receive training in
transformational leadership to provide them with the needed skills to move the needle
in implementing the transformational change. Community college leaders must
understand the change process to implement the changes outlined in the Vision for
Success to improve student outcomes (Boggs & McPhail, 2016). In addition,
Ackerman Anderson and Anderson (2010) noted, “Because an organization cannot
transform without affecting people, a critical condition for success for your change
strategy is that it proactively minimizes the negative impacts of change on the people
and maximizes people’s commitment” (p. 147).

•

Organizations should include training in EI to all employees to promote effective
working relationships. This training could be provided by the Association of Chief
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Human Resource Officers (ACHRO), which is a nonprofit organization that supports
and assists CHROs and their staff in the California Community Colleges System.
Recommendations for Further Research
The findings of this study added to the body of knowledge of the impact of EI on
human resources leaders, specifically in the community college setting. Although this
study focused on CHROs in the community college setting, transformational change, and
the need for EI to maneuver that change, further research is needed in other educational
settings and private organizations as well. Transformation is the most prevalent type of
change today and requires a greater knowledge of the people and process of change
(Ackerman Anderson & Anderson, 2010). Based on this study, further research is
recommended in the following areas:
1. Replicate this study exploring the impact of EI on human resource leaders in the TK12 educational setting.
2. Explore the differences between male and female CHROs and the impact of EI on
their leadership in the California Community Colleges System.
3. Replicate this study in the private sector, especially those organizations that are going
through transformational change.
4. Study the impact of EI on human resources staff members in the California
Community Colleges System.
5. Replicate this study to explore the impact of EI on CHROs in states other than
California.
6. Replicate this study to explore the impact of EI on chancellors working in the
California Community Colleges System.
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7. Replicate this study to explore the impact of EI on the chief business officers working
in the California Community Colleges System.
Concluding Remarks and Reflection
EI has piqued my interest for many years. During my bachelor’s degree program,
I was given a project to interview my superintendent to learn more about his role in the
organization. During that interview, he told me that I had high levels of EI. I was
grateful for the compliment, but I told him that I did not know what that was and asked
him to explain it to me. When he described it to me, I was immediately interested and
wanted to learn more about it. I read books on the subject and worked hard to hone these
skills so that I could be a better performer in my career. As I worked into a successful
career in human resources, the combination of EI and the work I have done in human
resources was the foundation of this study. I wanted to know if what I had experienced
was equivalent to the experiences of my fellow CHROs in the California Community
Colleges System.
This study revealed that the experiences that I have had are strikingly similar to
others in the same position within the California Community Colleges System. The key
difference is that many of those who have served in the same position have not studied or
been formally trained in EI. However, the foundational skills of EI are in their
professional toolbelt and are used consistently in their daily duties. The work that is
performed by CHROs throughout the country is often emotionally charged and dealing
with employees in their worst moments.
This study revealed that EI has a high impact on the work being performed by
CHROs in the California Community Colleges System. It provided meaningful data that

99

showed that my experiences have been very similar to others in the same position. It also
revealed that human resources leaders are key players in the support of employees who
are being asked to do extremely amazing things in the organizations in which they serve.
In conclusion, my work in Human Resources has been extremely rewarding
through every challenge and every celebration. I have felt honored to serve others in the
work that I do. A foundational truth that I learned for Dr. Jonathan Greenberg early in
my career is that human resources is the conscience of the District. You must always do
the right thing, even when no one is looking. Thank you for sharing your wisdom with
me Dr. Greenberg.
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APPENDIX C
Informed Consent and Confidentiality Forms
INFORMATION ABOUT: The Impact of Emotional Intelligence on the Leadership of
Chief Human Resources Officers
RESPONSIBLE INVESTIGATOR: Tonya Davis, Student, Doctoral Candidate
TITLE OF CONSENT FORM: Research Participant’s Informed Consent Form
PURPOSE OF THE STUDY: The purpose of this qualitative phenomenological study is
to describe the perceptions of chief human resources officers in the central valley and
southern region of California regarding the impact of emotional intelligence on their
leadership in four areas: self-awareness, self-management, social awareness and social
management. An additional purpose of the study is to describe the application of
emotional intelligence on their leadership in those same four areas.
By participating in this research study, I agree to partake in an interview. The interview
will take approximately 1 hour and will be audio/video recorded. Completion of the oneon-one interview will take place during the months of April and May and take place at a
mutually agreed upon time. During the interview, I understand I will be asked a series of
questions designed to allow me to share my experience with the impact and application of
emotional intelligence on my leadership while serving as a chief human resources officer.
I understand that:
a.

There are no known major risks or discomforts associated with this research. I
understand that the investigator will protect my confidentiality by storying any
research materials collected during the interview process in a locked file drawer to
which only the researcher has access.

b.

There are no major benefits to me for participation, but a potential may be that I
will have an opportunity to share my lived experiences as it relates to the impact
of emotional intelligence on my leadership in the human resources profession.

c.

I understand I will not receive money for my involvement in this study.

d.

Any questions I have concerning my participation in this study will be addressed
to Tonya Davis, Student, University of Massachusetts Global Doctoral Candidate
at davi4407@mail.brandman.edu or by phone at (xxx) xxx-xxxx or Dr. Jonathan
Greenberg, Ed.D. (Advisor) at greenber@umassglobal.edu.
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e.

I understand that I may refuse to participate or withdraw from this study at any
time without any negative consequences. Also, the investigator may stop the
study at any time.

f.

I understand that my interview will audio or video recorded, and the recording
will not be used beyond the scope of this study.

g.

I understand the audio or video recordings will be used to transcribe the interview.
Once the interview is transcribed, the audio/video, interview transcripts, and
demographic questionnaire will be securely maintained by the principal
investigator for a minimum of five years.

h.

I also understand that none of my personal identifiable information will be
released without my separate consent and that all identifiable information will be
protected to the limits allowed by law. If the study design or the use of the data is
to be changed, I will be so informed and my consent re-obtained. I understand that
if I have any questions, comments, or concerns about the study or the informed
consent process, I may write or call of the office of the Executive Vice Chancellor
of Academic Affairs, University of Massachusetts Global, and 16355 Laguna
Canyon Road, Irvine, CA 92618, (949) 341-7641. I acknowledge that I have
received a copy of this form and the Research Participant’s Bill of Rights.

I have read the above and understand it and hereby voluntarily consent to the
procedures(s) set forth.
_______________________________________
Signature of Participant or Responsible Party

__________________
Date

_______________________________________
Signature of Witness (if appropriate)

__________________
Date

_______________________________________
Signature of Principal Investigator

__________________
Date

UMass Global IRB (DATE)
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APPENDIX D
Interview Script and Questions
Script:
[Interviewer states:] I appreciate your willingness to participate in my research and share
your experiences with me. As a reminder, the purpose of this study is to gather your
perceptions of the impact emotional intelligence has on the leadership of chief human
resources officers in the community college setting. The questions are based on the work
of Bradberry and Greaves in their book Emotional Intelligence 2.0. Please share your
experiences freely with me throughout the interview. I encourage your honesty and
openness throughout the interview as you will remain anonymous.
As a review of our process leading up to this interview, you were invited to participate
via e-mail and signed an informed consent form that outlined the interview process and
the condition of complete anonymity for the purpose of this study. Please remember, this
interview will be recorded and transcribed, and you will be provided with a copy of the
complete transcripts to check for accuracy in content and meaning prior to me analyzing
the data. Do you have any questions before we begin?
[Begin to ask interview questions]
Demographics
a. How many years have you been a chief human resources officer?
b. How long have you worked in the community college system?
Self-Awareness
1. How has your ability to perceive and understand your own emotions helped
you be an effective leader?
2. Is there a time that you remember when this was of particular importance to
your leadership?
Self-Management
3. How has being able to act or not act on your emotional reactions helped you be
an effective leader?
4. Is there a time that you remember when this was of particular importance to
your leadership?
Social Awareness
5. How has being able to accurately pick up on emotions in other people helped
you be an effective leader?
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6. Is there a time that you remember when this was of particular importance to
your leadership?
Relationship Management
7. How has using your awareness of your own emotions, and those of others to
manage interactions helped you to be an effective leader?
8. Is there a time that you remember when this was of particular importance to
your leadership?

122

APPENDIX E
Invitation to Participate
Participation Request Letter
RESEARCH STUDY INVITATION LETTER FOR CHIEF HUMAN RESOURCES
OFFICERS IN COMMUNITY COLLEGES IN THE CENTRAL VALLEY AND
SOUTHERN REGIONS OF CALIFORNIA
April 2020
Dear Prospective Study Participant:
You are invited to participate in a research study conducted in the central valley and
southern regions of California. The main investigator of this study is Tonya Davis,
Doctoral Candidate in UMass Global’s Doctor of Education in Organizational Leadership
program. You were chosen to participate in this study because you are a chief human
resources officer in a community college in the central valley region of California. A total
of 8 current chief human resources officers will be enrolled in this study. Participation
should require about one hour of your time and is entirely voluntary. You may withdraw
from the study at any time without consequences.
PURPOSE: The purpose of this qualitative phenomenological study is to describe the
perceptions of current chief human resources officers regarding the impact of emotional
intelligence on their leadership in four areas: self-awareness, self-management, social
awareness and social management. An additional purpose of the study is to describe the
application of emotional intelligence on their leadership in those same four areas.
PROCEDURES: In participating in this research study, you agree to partake in an
interview. The interview will take approximately 1 hour and will be audio or video
recorded. The interview will take place at a location of your choosing. During this
interview, you will be asked a series of questions designed to allow you to share your
perceptions about emotional intelligence while serving as a Chief Human Resources
Officer in the central valley of California.
143 RISKS, INCONVENIENCES, AND DISCOMFORTS: There are no known major
risks or discomforts associated with this research. One concern which may arise might be
anonymity, which is addressed below. The interview session will be held at a location of
your choosing to minimize inconvenience. Some interview questions may cause you to
reflect on your lived experience in the context of emotional intelligence in leadership.
POTENTIAL BENEFITS: There are no major benefits to you for participation, but a
potential may be that you will have an opportunity to share your lived experiences as a
Chief Human Resources Officer. The information from this study is intended to inform
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educational leaders, researchers, policymakers, and educators of the perceptions of
emotional intelligence and its effects and impacts of the leadership of Chief Human
Resources Officers.
ANONYMITY: Records of information that you provide for the research study and your
responses will not contain any identifying link in the study. It will not be possible to
identify you as the person who provided any specific information for the study because
no individual names will be used in any step of the research. You are encouraged to ask
any questions, at any time that will help you understand how this study will be performed
and/or how it will affect you. You may contact the investigator, Mrs. Davis, by phone at
(xxx) xxx-xxxx or e-mail davi4407@mail.umassglobal.edu. If you have any further
questions or concerns about this study or your rights as a study participant, you may write
or call the Office of the Executive Vice Chancellor of Academic Affairs, University of
Massachusetts Global, 16355 Laguna Canyon Road, Irvine, CA 92618, (949) 341-7641.
Very Respectfully,

Tonya Davis
Principal Investigator
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APPENDIX F
UMass Globasl Institutional Review Board Participant’s Bill of Rights
Research Participant’s Bill of Rights
Any person who is requested to consent to participate as a subject in an experiment, or
who is requested to consent on behalf of another, has the following rights:
1. To be told what the study is attempting to discover.
2. To be told what will happen in the study and whether any of the procedures,
drugs or devices are different from what would be used in standard practice.
3. To be told about the risks, side effects or discomforts of the things that may
happen to him/her.
4. To be told if he/she can expect any benefit from participating and, if so, what
the benefits might be.
5. To be told what other choices he/she has and how they may be better or worse
than being in the study.
6. To be allowed to ask any questions concerning the study both before agreeing
to be involved and during the course of the study.
7. To be told what sort of medical treatment is available if any complications
arise.
8. To refuse to participate at all before or after the study is started without any
adverse effects.
9. To receive a copy of the signed and dated consent form.
10. To be free of pressures when considering whether he/she wishes to agree to be
in the study.
If at any time you have questions regarding a research study, you should ask the
researchers to answer them. You also may contact the UMass Global Institutional Review
Board, which is concerned with the protection of volunteers in research projects. The
UMass Global Institutional Review Board may be contacted either by telephoning the
Office of Academic Affairs at (949) 341-9937 or by writing to the Vice Chancellor of
Academic Affairs, University of Massachusetts Global, 16355 Laguna Canyon Road,
Irvine, CA, 92618.
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